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❯ RED BOX Edited by 
Sarah Astion

RED BOX  ❯  EDITOR’S COLUMN

CSW once received a letter 
from a reader about a 
lesser-discussed pres-

sure facing civil service leaders 
during times of austerity: the 
emotional impact of taking diffi-
cult decisions. “We don’t have to 
nurse dying patients,” the senior 
official wrote to us, “but the role 
of a civil servant can involve 
advising ministers on really dif-
ficult and unpleasant decisions, 
such as which funding line to 
cut, or which group of citizens 
will be more disadvantaged”. 

This letter came to mind in 
December, as we put together 
our annual Perm Secs’ Round-
up. A long-held CSW tradition, 
the round-up gives the heads 
of departments, devolved 
governments and high-profile 
agencies the chance – via a 
short Q&A – to share their 
highs and lows of the year, 
and the challenges they face 
in the 12 months ahead. 

One of the key themes of 
2022 was decision making in 
the face of stretched resources. 
The word “prioritisation” 
crops up time and again. Of 
course, even in the best of 
times it is – as cabinet secre-
tary Simon Case says in his 
entry – “the main challenge 
facing any leader”. But in this 

extreme economic environ-
ment the choices are starker. 

If the Cameron-era mantra 
was “do more with less”, the un-
official slogan for the Sunak age 
is surely “do less with less”. And 
that can take its toll on leaders. 
Nick Smallwood of the Infra-
structure Projects Authority 
says one of the things he found 
most difficult in 2022 was hav-
ing to select which projects the 
IPA could actively support and 
“which we simply could not”. 
For Department for Education 
perm sec Susan Acland-Hood, 
it felt extremely hard “choosing 
how to spend my time when 
everything we do matters”. 

And civil servants didn’t 
simply keep the country run-
ning in 2022 in all the usual 
rich and varied ways. They also 
helped house over 100,000 
Ukrainian refugees in the UK 
and deliver a state funeral. 

The death of the Queen 
unsurprisingly features in 
many of the entries. Indeed, for 
HMPPS’s Amy Rees it repre-
sented a moment of immense 
pride as well as sadness: “See-
ing my staff process as part of 
the civil service’s contingent 
at the late Queen’s funeral…I 
thought my heart would burst 
out of my chest,” she says.

On p.8-9 we have pulled out 
the main insights from these 
senior leaders on how they go 
about making tough decisions, 
and how they are preparing to 
meet the challenges of 2023. 
Many common themes emerge 
– the importance of knowing 
and sticking to your values, 
for example, or of listening 
to staff and stakeholders.

However, something that 
stood out reading this year’s 
round-up compared to previous 
ones is how few contributors 
mention diversity. The chief 
statistician Sir Ian Diamond 
does, arguing that “we must 
continue to look for opportuni-
ties to challenge prejudices, 
champion a diversity of back-
grounds and opinions, and 
to create a working environ-
ment that benefits everyone”. 
But he is in the minority.

And yet the civil service – 
especially at senior levels – has 
a way to go before it can claim 
to be genuinely diverse and 
inclusive. Addressing this issue 
is painstaking and, realisti-
cally, will take years to achieve. 
Like any change that needs to 
happen across the civil service, 
it requires a relentless focus. 

It’s understandable, of 
course, that it may seem less 
pressing than any number of 
the urgent in-tray items leaders 
face in these “incomparable 
circumstances” (to borrow 
a phrase from NICS boss 
Jayne Brady). But, when they 
are taking stock of the chal-
lenges of the next 12 months, 
government’s top officials 
should be wary of allowing 
the diversity and inclusion 
agenda to fall off that oh-so-
difficult list of priorities. 
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 VALUE OF NOTHING 
Readers were sceptical about 
the PM’s assurance that 
ministers “hugely value public 
sector workers like nurses” 
amid a wave of strikes by 
civil servants, nurses, rail 
workers and others – made 
as he prepared to launch 
legislation to curb strikes.

“It is morally reprehensible 
that during a pandemic we 
clapped NHS staff for their 
efforts and now despite a cost 
of living crisis caused in part 
by the Conservative govern-
ment, he has the audacity to 
look to pass legislation limit-
ing the impact of strikes by the 
very same key personnel he 
applauded during an interna-
tional crisis,” David Allen said.

Stuart Brown commented: 
“It’s interesting that the weight 
of responsibility fell onto public 
services during Covid and they 
were lauded for this, and now 
in a time of rampant inflation 
the weight of responsibility 
(ie to not stoke inflation by 
receiving a suitable increase 
in salary) again falls on pub-
lic service. Fool me once.”

Jamie Luck meanwhile took 

INBOX
editorial@civilserviceworld.com
twitter.com/CSWNews

issue with Sunak’s decision to 
single out only nurses for praise. 
“What about the rest of the 
public sector, us civil servants? 
We work bloody hard too and 
haven’t had a decent pay rise 
for a decade,” he commented.

And Tony Hall summed up 
how many readers interpreted 
the PM’s comments: “We hugely 
value public sector workers. 
Just not in monetary terms.”

REFORM OVER FUNCTION 
After the IfG urged Rishi 
Sunak to prioritise civil 
service reform in 2023 (see 
p.11), CSW readers shared 
their predictions for the 
year ahead, and their gripes 
with the PM’s approach.

“Invest in your staff, com-
petitive pay, suitable training... 
Oh! I must have been dream-
ing then!” Margaret M. wrote. 
“More scratching of heads, 
finger pointing and accusations 
of civil service staff not attend-
ing their offices will continue to 
rumble on for the rest of 2023!”

Noting the advice to tackle 
high levels of staff turnover 
in government, Jeremy 
White commented: “‘Com-

bating churn’ – cutting the 
real value of pay every year 
is really helping with that.” 

But Ent took a different 
approach, saying: “Civil service 
reform is the latest in a very 
long line of blaming and mess-
ing around with anything and 
everything in order to ignore 
objective reality, ie. the current 
Conservative Party is incred-
ibly poor at governing.”

 I REGRET NOTHING 
Recent ONS figures showed 
many former civil servants 
and local government staff 
who took early retirement 
during the Covid pandemic 
are thinking about returning 
to work as the cost of living 
crisis bites. But not all... 

“Seriously, wild horses 
couldn’t drag me back,” 
Lyndsey Taylor wrote.

 COURT OF OPINION 
GLD’s people survey results 
suggested a number of serv-
ing civil service lawyers may 
share that sentiment. Nearly 
a third of staff polled said 
they wanted to leave within 
a year and just 10% were 
happy with pay and benefits.

“I’ve worked with a lot of 
government lawyers, and it’s 
honestly one of the toughest 
jobs in government service. 
I don’t shy away from hard 
work, but I’ve always been 
in awe of what my legal col-
leagues achieved, day in, day 

out,” Thomas Foster said.

 HONOURABLE MENTION 
Freshly-knighted Home Of-
fice permanent secretary Sir 
Matthew Rycroft’s decision 
to dedicate his New Year 
Honour to the “countless 
public servants who are doing 
a brilliant job... with little 
credit” did not go unnoticed.

“Thank you to our perm sec 
for highlighting the work of 
so many public servants, it is 
appreciated,” Bianca F. wrote.

 SMALL MINDED 
The news that the Cabinet 
Office has drafted in consult-
ants to “turbocharge” the 
department’s transforma-
tion programme – to make it 
“better, smaller and fairer” 
– did not inspire confidence.

 Annoné Butler @bookish-
wgc Why does my heart sink 
when I read this?

 julia whyte @JuliaWhyte2 
Because we know what it 
will ultimately lead to?

 Annoné Butler @bookish-
wgc It’s such a tired approach. 
Work smarter, work leaner… 
Most civil servants have heard it 
so often and for so long. What 
does it even mean? Mostly it 
seems to mean more work for 
fewer resources. I expect most 
public servants would give a 
hollow laugh.

W H I T E H A L L  W I S D O M The great and good pass judgement on government

 WHEN THE TREASURY  
 COMES TO CALL 
“When the budgets were set each year, 
very clever Treasury officials would 
come over the road to the Social Security 
Department and negotiate with ours. It 
often felt like the SAS arriving to deal 
with the Poor Bloody Infantry. But like 
the tortoise and the hare, the savings the 
Treasury demanded often proved illusory, 
and common sense won eventually. 

“If you press in on one side of a bal-
loon, the bump invariably appears on the 

other side. So it is with social security 
spending. And the social S=security offi-
cials, many with a long and deep experi-

ence of the system, honed over countless 
spending rounds, were usually right. 

“Each year, in the end the Treasury 
would give up and the balancing fig-

ures would be achieved by ‘efficiency 
savings’ or the ingenious ‘spend to 
save’ measures, whereby money al-
located would be expected to secure 
many times that amount in subsequent 
savings over the ensuing year, most 
of which would never materialise.”

International development minister 
Andrew Mitchell shares his memory 
of spending negotiations in the 1980s, 
in his memoir Beyond a Fringe: Tales 
from a reformed Establishment lackey

“The savings the 
Treasury demanded 
often proved illusory”
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Departmental sta�  and other public-sector workers 
are demonstrating their anger over pay in a way not 
seen since the 1970s and 1980s. Tevye Markson looks 
back at key events in the new Winter of Discontent

Amid soaring double-digit 
infl ation and pay off ers of 
just 2-3% for most civil serv-
ants, the PCS union followed 
through on months of threats 

and balloted members last autumn on 
strikes over pay, pensions, job cuts and 
redundancy terms. On 10 November, it 
announced that members at more than 
120 departments and agencies had met 
the legal threshold to take industrial ac-
tion, meaning around 100,000 civil serv-
ants could go on strike for up to 12 weeks, 
joining other public sector workers such 
as nurses and rail staff . General secretary 
Mark Serwotka said: “The government 
must look at the huge vote for strike action 
across swathes of the civil service and 
realise it can no longer treat its workers 
with contempt. Our members have spoken 
and if the government fails to listen to 
them, we’ll have no option than to launch a 
prolonged programme of industrial action 
reaching into every corner of public life. 
The stress of working in the civil service, 
under the pressure of the cost-of-living 
crisis, job cuts and offi  ce closures means 
they’ve reached the end of their tethers.” 

The Cabinet Offi  ce pledged to mini-
mise the impact of the action, while PCS 
– the civil service’s biggest union – said 
it would maximise disruption but ensure 
benefi ts claimants would not be aff ected. 

PCS gave the Cabinet Offi  ce a week to 
respond to its demands. After talks fell fl at, 
the union announced the fi rst strikes would 
be at the Home Offi  ce, the Department for 
Transport and the Department for Environ-
ment, Food and Rural Aff airs. On 29 No-
vember, targeted action was confi rmed at 
the Driver and Vehicle Standards Agency 
and the Rural Payments Agency. In the 
following week, the union set strike dates 
for National Highways, the Department 
for Work and Pensions and Border Force, 
with the latter action an eight-day walkout 
over Christmas at half a dozen airports.

The Cabinet Offi  ce said the union’s 
request for a 10% pay rise was “unaff ord-
able”. A week later, Ministry of Defence 
permanent secretary David Williams 
revealed that military personnel provid-
ing cover for Border Force, NHS and 
other strikes would cost departments 
roughly £4,000 a week per soldier. The 
PCS strikes began in mid-December.

‘Unacceptable and unsustain-
able’: unions step up plans
As PCS ramped up its strike action, other 
unions stepped up their own plans to 
protest over pay, pensions, redundancy 
terms and job cuts. On 8 December, Pros-
pect announced civil servants had backed 
industrial action in an indicative poll. The 
union, which represents professionals in 
the public sector, called for “meaningful 
negotiations” against the threat of a formal 
strike ballot if its demands were not met. 
General secretary Mike Clancy predicted 
members would vote for the “most wide-
spread industrial action” in a decade.

Public-sector leaders’ union the FDA 
kicked off  its formal strike ballot of civil 
servants working in the Fast Stream in mid-
December, warning of “completely unac-
ceptable and unsustainable” pay levels. The 
union said it had “exhausted opportunities” 
to resolve issues through negotiation. 

Cabinet Offi  ce minister Jeremy Quin 
warned unions to “be realistic” about pay, 
but cabinet secretary Simon Case acknowl-
edged civil servants’ pay anger in a memo 
to staff  addressing the 2022 People Survey 
results, after the annual survey revealed un-
happiness with wages and a drop in morale.

FDA general secretary Dave Penman 
started 2023 by criticising ministers for 

Civil service strikes: 
How did it come to this?
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“making no effort” to resolve the strikes. 
Prime minister Rishi Sunak and business 
secretary Grant Shapps subsequently said 
they wanted “reasonable dialogue” with 
unions in return for the suspension of 
planned industrial action. But their offer 
of pay talks that would feed into evidence 
submitted by departments to independent 
pay review bodies for 2023-24 awards was 
derided by Prospect as “hollow” because 
most departmental staff were effectively 
excluded. Rank-and-file civil servants do 
not have an independent pay-review body. 

The government went on to unveil a 
new bill to reduce the impact of strikes 
by demanding minimum service levels in 
border security and other public services 
deemed “critical”, such as fire, ambulance 
and rail. PCS condemned the legislation 
proposals as “reprehensible and vindic-
tive” and pledged to fight them. The 
union went on to turbocharge its strikes, 
announcing that around 100,000 mem-
bers from 123 organisations would walk 
out on 1 February – joining a number of 
other public service unions taking ac-
tion on what has been dubbed “protect 
the right to strike” day by the TUC.

On 12 January, civil service unions met 
the Cabinet Office minister for talks. Before 
the meeting, they urged ministers to move 
out of “listening mode” and put money on 
the table. But afterwards, PCS called the 
meeting a “farce” and the FDA and Pros-
pect agreed Quin had “nothing to offer”.

Five days later, the FDA announced 
its Fast Stream members had voted to go 
on strike. The same day, Prospect told 
CSW it would go ahead with a ballot of 
tens of thousands of its members span-
ning 40 government organisations. 

Strike while the iron is hot: What’s next?
At the time of going to press (Thurs-
day, 19 January), there had been no 
breakthrough in negotiations between 
unions and the Cabinet Office.

PCS said it was expecting to announce a 
fresh wave of industrial action imminently. 

Serwotka said: “All this can be 
stopped tomorrow if the UK govern-
ment puts money on the table.”

The FDA had not yet announced strike 
dates for its fast streamers as it said it want-
ed to give negotiations one more go. It has 
asked the Cabinet Office for “urgent” talks 
and said it will announce dates if there is 
once again no “meaningful offer” on pay. 

Prospect said its its ballot of mem-
bers would begin at the end of January 
but it had not yet finalised the date. 

November 2022
10th: 100,000 civil servants vote to strike over pay, jobs and pensions; PCS 
pledges to reballot HMRC as turnout falls 750 ballots short

11th: Cabinet Office pledges to minimise impact of strikes; CSW exclusively 
reveals FDA’s plan to ballot fast streamers

15th: PCS pledges to maximise disruption but protect benefits claimants

18th: First strikes will be at Home Office, DfT and Defra, PCS announces

21st: Prospect and Unison members back strikes at Environment Agency 
over “derisory” pay

23rd: Justice secretary condemns public sector strikes

29th: First PCS strike dates announced: at DVSA and 
Rural Payments Agency

December 2022
2nd: National Highways strikes announced

5th: Department for Work and Pensions 
strikes announced at four offices

8th: Border Force strikes at airports an-
nounced; Prospect civil service members 
back strikes in indicative poll

9th: FDA launches Fast Stream strike ballot; 
Cabinet Office minister says PCS demands are 
“not affordable”

12th: Cabinet secretary Simon Case acknowledges anger 
over pay in message to civil servants 

16th: Cost of using armed forces to cover striking civil servants’ work re-
vealed

22nd: PCS announces more DWP and National Highways strikes 

January 2023
3rd: Ministers “making no effort” to resolve disputes, FDA chief Dave Pen-
man chief says

5th: BEIS reveals plans to minimise impact of strikes through minimum 
service levels for “critical” public sector areas. Unions urged to suspend 
planned industrial action in return for talks about “fair and affordable” set-
tlements for 2023-24

6th: Unions slam talks offer as “hollow” and anti-strike legislation as an “at-
tack on the trade union movement” and a “distraction”

12th: PCS sets 1 February as day of mass strike action for 100,000 civil 
servants 

17th: FDA fast streamers vote to strike, as Prospect announces formal ballot 
of members in 40 government organisations
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NAVIGATING 
CHOPPY 
WATERS

As we embark on another tough year, how will senior civil servants lead their 
teams through the storm? Here we o� er a digest of CSW’s most recent Permanent 
Secretaries’ Round Up and share advice and insight from government’s top o�  cials

From rising infl ation and cli-
mate change to Covid-driven 
backlogs and plunging staff  
morale, the forecast for senior 
civils servants in 2023 doesn’t 

look easy. In that context it’s clear why 
cabinet secretary Simon Case, writing 
in CSW’s 2023 permanent secretaries’ 
round up, described prioritisation as “the 
main challenge facing any leader”. 

Or, as Jayne Brady wrote in her con-
tribution: “Leadership often feels like 
one diffi  cult decision after another”. And 
as HM Treasury second perm sec Cat 
Little reminded us, “Some of the hard-
est decisions are yet to come as fi nance 
teams across government support min-
isters to translate cash budgets into 
meaningful delivery plans for 2023.”

All this in a context where staff  have 
been working ever-harder amid uncer-
tainty and crises for several years. Many 
will empathise with DCMS perm sec 
Sarah Healey who noted: “We’re get-
ting quite used to saying each year is 
‘unprecedented’ - I’m quite looking for-
ward to a year which is ‘precedented’!”

With almost 40 contributions from lead-

ers across diff erent nations, policy areas and 
organisations, the annual round up provides 
a fascinating insight into the ways in which 
top offi  cials are managing the challenge of 
leading in a tough environment. Below we 
bring together some key points for anyone 
in leadership positions to consider as we 
embark on another unpredictable year.

KEEP THE SHIP ON COURSE
After naming prioritisation as a key 
leadership challenge, Case elaborated 
that this means “trying to strike the right 
balance between things that are urgent vs. 
strategic challenges”. His colleague, civil 
service chief operating offi  cer and Cabi-
net Offi  ce perm sec Alex Chisholm, also 
mentioned the need to balance “proac-
tive and reactive priorities”, describing a 
key challenge for 2023 as ensuring that 
“the ship is not blown off  course by other 
headwinds”, but keeps moving towards the 
long-term goals of change and reform.

Brady, leading an organisation which 
is still without ministerial leadership, said 
she has made the “very conscious decision 
that [NICS] should remain relentlessly 
focused on how we can evolve to deliver 

an even better service in the future, while 
also doing the best that we can today 
to overcome the challenges presented 
to us and the citizens we serve”. While 
this was not a hard decision, she said, it 
means “giving persistent attention and 
resource to the long-term ambition.”

KNOW YOUR ANCHORS
A long-term perspective will only help 
guide and focus decisions, of course, 
if you have a clear destination for your 
long-term journey. James Heath, head of 
the National Infrastructure Commission, 
described how his team supported work 
to decide the scope of the next National 
Infrastructure Assessment (due to be 
published in autumn 2023) by focusing on 
long-term goals. “We have anchored the 
project around net zero, climate resilience 
and regional growth – major objectives 
that will stand the test of time,” he wrote.

These anchors could apply to almost 
any policy area, but there will also be 
specifi c ones for each organisation – most 
senior leaders wrote about particular 
aims which guide decisions and also 
help them motivate a workforce which 
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“Leadership often 
feels like one 
di�  cult decision 
after another”
Jayne Brady, NICS

has given hugely in the last few years. 
National Archives chief Jeff  James 

emphasised the importance of focusing on 
organisational purpose in an age of hybrid 
working. “We also have to pay even more 
attention to our organisational culture, co-
hesion and identity,” he wrote, adding that 
it would be “vital” to “stay 
true to our historic mission”.

HOLD TO YOUR 
VALUES
Beyond these policy 
anchors, many leaders 
discussed the importance 
of another type of ballast. 
Home Offi  ce boss Mat-
thew Rycroft wrote: “We 
have to hold to our values 
– both the civil service 
ones and our departmental 
values of collaboration, 
compassion, courage and 
respect – particularly as we 
work our way through the 
most diffi  cult decisions.”

But holding to values doesn’t just mean 
organisational ones: HMRC’s second 
perm sec Angela MacDonald was one 
of many contributors who refl ected on 
their own personal and leadership values. 
“How do I lead positively and construc-
tively through the hopes and fears people 
have right now?” she asked, concluding 
that she would be focused on providing 
“careful and compassionate leadership”.

Other contributors also recognised that 
the people who work with and for them 
must be their top consideration. As Healey 
noted, “Last year was a diffi  cult one for the 
public but also for the civil service. Senior 
leaders in every department are looking 
at how they can 
make their staff  feel 
properly valued 
and help them to 
develop and grow.”

Healey is chair 
of the Civil Service 
People Board, a 
role that she takes “very seriously” and 
which will see her working with other 
perm secs to consider how to meet chal-
lenges that many mentioned around 
skills, recruitment, retention and pay. 

WILL IT MAKE THE BOAT GO 
FASTER?
With values, policy anchors and long-term 
goals in place, Amy Rees of HMPPS has a 
useful question for guiding decisions, which 
also returns us to the nautical metaphor. 
“I have set a strategic priority for us in 

HMPPS to focus all our energies on what 
we can do to make ‘our boat’ go faster,” 
she wrote, explaining that inspiration for 
this approach came from the 2000 Sum-
mer Olympics. Great Britain’s multi-medal 
winning rowing team, led by coach Ben 
Hunt-Davies, asked themselves continuous-

ly during 
training: 
‘Will it 
make the 
boat go 
faster?’ 
“We need 
to con-

stantly ask 
ourselves 
the ques-
tion,” Rees 
said, “as we 
should only 
be doing 
the things 
that help us deliver the very best services.

“My personal challenge is get-
ting people actually to stop doing 
things which either don’t contribute to 
frontline delivery, obstruct or distract 
from it, or would be a good thing but 
can’t be absorbed at the frontline.”

HMPPS is not the only organisation 
inspired by sporting he-
roes – Cat Little described a 
session run by “two of Great 
Britain’s fi nest Olympic 
athletes” (Steve Backley and 
Roger Black) as a highlight 
of work the fi nance func-
tion was doing do support 

personal resilience and wellbeing.
She added that her own resilience 

“to work through long intensive periods 
of uncertainty and ambiguity has been 
tested and stretched in every way” but 
one way she has protected it has been 
to take up running alongside a “bril-
liant Treasury running club who keep 
me sane every Wednesday lunchtime”.

MAKING IMPORTANT PROGRESS 
TOGETHER
The image of Treasury colleagues running 

off  their stress together is a nice illustration 
of the team spirit which motivates so many 
civil servants. JP Marks, who became perm 
sec of the Scottish Government this year, 
gave a beautiful description of that sense 
of collaboration which has motivated and 
enabled so much hard work. “Despite all the 
challenges,” he wrote, “the teams have risen 
to the challenge with integrity, compassion 
and kindness, and we have made important 
progress together, true to our values.”

Indeed, the roundup provides plenty of 
evidence of progress made, with a strik-
ing example from Max Hill, head of the 
Crown Prosecution Service, writing about 

his proudest moment of 
2022. “When [CSW] asked 
me last year about the most 
signifi cant challenges we 
faced in 2021, I said it was 
how we tackle rape and 
sexual violence against 
women and girls,” he said.

A year on, Hill wrote, 
this remains a pressing 
issue for the whole justice 
system, but there has been 
real progress because of 
joint work between the 
CPS and police. And, as a 
result, “we are seeing real 
increases in the number 
of referrals to the CPS and 
charges we can authorise”.

“Impactful collaborative work [...] takes 
signifi cant eff ort and time,” he added, but 
the progress demonstrates its importance.

PACE YOURSELF
Finally, our contributors spoke of the 
need to maintain their own resilience for 
another tough year. Emily Miles of the 
Food Standards Agency described how 
she aims to temper ambition in the face 
of reality. “There’s so much more the FSA 
could do,” she said, adding: “We’ve got 
great people and we do amazing work, 
but we need to deal with the immedi-
ate challenges facing us [...]. I counsel 
myself regularly to be more patient.”

Susan Acland Hood, who described a 
diffi  cult decision to leave a family holiday 
to meet a new minister during a reshuf-
fl e, said that her personal challenge for 
2023 will be “choosing how to spend my 
time when everything we do matters – and 
I want to do my best for the organisa-
tion because what it does is so impor-
tant – now more than ever before.” 

Read the full round-up, including our contribu-
tors’ weird and wonderful anecdotes about 
working-at-Christmas here: bit.ly/3XcFE88
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One of the problems when extraordinary events 
repeatedly happen is that you lose a sense 
of perspective. We got desensitised to the 
lack of moral authority under Boris Johnson 
as prime minister. His downfall was just an-

other scandal and the political turmoil that followed, 
just another episode in the same psychodrama.

John Oliver, the British comedian who hosts Last 
Week Tonight on HBO used to have a segment with a 
fanfare, ticker tape and a marching band as he reported 
the latest scandal around Donald Trump as this latest 
scandal must surely have led to his resignation. But 
alas, it didn’t. Each time they’d have to stop 
the celebration half way through because 
Trump hadn’t gone. It was just another 
of the seemingly endless scandals.

Our current version of the Winter of 
Discontent is in danger of slipping into this 
territory. The fi rst strike by the Royal Col-
lege of Nursing in its 106-year history is 
just a footnote. The fi rst national rail strike 
in 25 years, the fi rst ambulance workers’ 
strike since 1989. The list goes on. For all 
the rhetoric, strikes are relatively rare in the 
UK. In 2019, the average number of strike 
days lost per thousand workers per year 
was just 4.9 in Britain, compared to 22.3 in 
Europe. In 2017, Britain saw the lowest number 
of workers involved in strikes in over 120 years. 

All of this is against a backdrop of ever 

more stringent requirements around ballots, 
particularly in the public sector. Typically a 50% 
turnout is required and unions have to provide 
data on who is being balloted by workplace, 
requiring a huge logistical challenge, especially 
for a union like the FDA. You can vote online 
to select the new prime minister for the country 
with no threshold for the ballot, but if you want 
to vote to strike or even just elect the president 
of a union, then it must be by postal ballot. 

DAVE PENMAN FAST AND FURIOUS
 AS FAST STREAMERS ARE SET 
 TO STRIKE FOR THE FIRST TIME 
 EVER, MINISTERS MUST PUT 
 ASIDE OUTDATED RHETORIC AND 
 WAKE UP TO DAMAGE WHICH 
 HAS ALREADY BEEN DONE 

“Half of fast streamers 
who were o� ered a better 
paid job elsewhere told us 
in our member survey that 
they wish they’d taken it”

One of the many mistakes the government is making is 
trying to relive a Thatcher era-style confrontation with the 
unions, with rhetoric from the 1980s about “union barons”. The 
reality is that many unions have had turnouts signifi cantly 
above 50% and majorities of 80% or 90% in favour of action. 
These disputes are unions responding to their members, not 
members responding to calls for strike from union leaders. 

So, in another extraordinary turn of events, this week our mem-
bers in the central Fast Stream have voted for industrial action. A 
huge majority – 88% – voted for action on a turnout of 60%. Anyone 
who understands the nature of the Fast Stream will be shocked by 
that decision. They are the future leaders of the service and some 
of the most able graduates in the country, yet they have felt they 
had no choice but to vote for strike action. It is, of course, the fi rst 

time this has happened in the history of the Fast Stream and 
ministers should refl ect on how badly you really have to mess 
up to get this group so angry that they’re wanting to strike.

This is not a dispute made by foreign wars or a legacy 
of the pandemic. This dispute was made in Whitehall. For 
years we’ve been asking Cabinet O�  ce to address the low 

pay of the Fast Stream. Instead, they have relied on the fact 
the Fast Stream is massively oversubscribed. Why 
address pay if people keep applying? Yes, they do 
apply, but when they realise that they’re paid less 
than Cabinet O�  ce HEOs, that the stagnant pay 
arrangements mean it’s a struggle to live and 
work; when they’re skipping meals and leaving 
the Fast Stream early, forgoing the big pay step 
that comes after three to four years, just to get 
an immediate pay rise, then they regret that 
decision. Half of fast streamers who were of-
fered a better paid job elsewhere told us in our 
member survey that they wish they’d taken it.

This is not a demand for a 19% pay rise; 
it’s about a modest increase to starting pay 
and progression points to catch up with the 

pay of equivalent roles in the Cabinet O�  ce. 
We’ve been warning the Cabinet O�  ce for years 
about this and the anger that members have been 
feeling. Despite promises of reform, we got of-
fers of jam tomorrow. So now this is where we are. 
Before a single member has taken action, this 
dispute will already have left a damaging legacy 
on the Fast Stream and the wider civil service.

By refusing to address the underlying prob-
lems that we have been highlighting over the last 
few years, and making them feel like they have no 
choice but to take strike action, the Cabinet O�  ce 
has already damaged the morale and commit-
ment of the next generation of leaders. As with 
so many of those public servants taking action 
just now, the message from ministers appears to 
be: “do your worst”. My fear is that with this Fast 
Stream cohort, the worst has already been done. 

Dave Penman is the general 
secretary of the FDA union
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stitute for Government’s analysis of the problems impeding 
good government. In the two years since the declaration was 
published, however, momentum has stalled and the extent of 
Sunak’s commitment to the reform agenda remains unclear. 

This is a serious problem because the need to improve and 
strengthen the civil service has only grown over the past two 
years. Civil service morale has been sapped by low-trust re-
lationships with politicians and depleted by public criticism 
from ministers – to which civil servants have no public right 
of reply. Ministers’ sackings of permanent secretaries have 
called into question the impartiality and permanence of the 
civil service, with destabilising consequences. The reputation 
of the civil service was dealt a severe blow by the implication 
of officials at the highest levels in the Partygate scandal and a 
lack of visible leadership in dealing with the consequences. 

Budget and pay constraints in the context of rampant inflation 
and the cost of living crisis have decreased job satisfaction and 
drastically increased levels of churn among existing civil serv-
ants. They have also limited scope for the implementation of some 

reforms which means that the civil service 
continues to lack some of the skills needed 
to tackle the challenges government faces. 

Unprecedented political turmoil and minis-
terial churn have distracted politicians and re-
quired civil servants to focus on inducting and 
understanding the priorities of a succession 
of new minsters, rather than progressing civil 
service reform. A continuous cycle of crises has 
driven superficial, reactive and short-term poli-
cymaking by a generation of officials who have 
little experience of working differently. And 
they are now being directed and scrutinised by 
a generation of politicians of all parties who 
have never seen government operate in any 

other mode, having arrived 
at or after the 2017 election.  

The problems the UK 
faces are severe and press-
ing, but 2023 need not be a 
wasted year for government.  

If Sunak is to turn around 
his poll numbers, he needs 
to focus on demonstrat-
ing that he can deliver the 
wider outcomes the elector-
ate cares about – challenging 

the prevalent public narrative that “Britain isn’t working”. This 
means making his government operate as effectively as possible. 
Laying the groundwork for reforms would prove a valuable legacy 
whatever the outcome of the next election, but improving the run-
ning of government would not be a purely altruistic goal. It would 
create short term wins too – by equipping government better to 
spot and resolve problems and handle crises. Government reform 
will continue to be the focus of the Institute for Government and 
should be a central goal of any serious party of government. 

Dr Hannah White is director of the Institute for Government

As we begin 2023, the drum beat of the impend-
ing general election is heightening the pres-
sure on ministers and civil servants to address 
the most urgent problems facing the country.    

Many of the UK’s domestic problems – from 
the cost of living crisis to strikes and public services un-
der severe pressure – have been aggravated by international 
events including Russia’s invasion of Ukraine, labour and 
supply-chain problems in the wake of Covid and unresolved 
aspects of the UK’s changed relationship with the EU.  

Despite the urgency 
of these problems, 2023 
risks being a wasted 
year for UK government. 
The past year – with its 
rapid succession of prime 
ministers and ministerial 
merry-go-round – pro-
vided possibly the least 
propitious circumstances 
for effective government, 
distracting ministers and 
limiting the civil service’s 
ability to make progress 
as priorities lurched from 
one objective to another.  

The prospect of the next general election, by Janu-
ary 2025, is already shaping Sunak’s government.  

So far, his approach has been to define a set of 
goals of limited ambition. But his ability to achieve 
even these goals will be shaped by the attitude of his 
backbenchers, many of whom face the prospect of los-
ing their seats if Labour’s current poll lead is translated 
into electoral victory. This has changed the calculation 
for some, who now seem to be more interested in seek-
ing to please their constituents than in supporting their 
new leadership or seeking preferment as ministers in 
a government with an apparently limited life expectancy.  

Being put on an election footing so early into their terms in of-
fice risks reducing ministers’ political appetite for the longer-term 
planning so necessary to address the nation’s current problems. 
That is not to say it will not happen – the Climate Change Act 
that set decades-long rules on carbon emissions was passed with 
cross-party support two years before the 2010 election – but the 
prospect of such work, vital today for issues such as social care, will 
require a level of political cooperation not seen in recent years. 

The Conservative government’s Declaration on Govern-
ment Reform, published in June 2021, echoed much of the In-

HANNAH WHITE SUNAK’S CHANCE TO DRIVE CHANGE
 MINISTERS AND MPS MAY ALREADY  
 BE ON AN ELECTION FOOTING, BUT  
 CIVIL SERVICE REFORM SHOULD  
 NOT BE BRUSHED ASIDE – IT IS  
 VITAL TO HELPING GOVERNMENT  
 WIN OVER THE BRITISH PUBLIC 

“A continuous cycle 
of crises has driven 
superficial, reactive 
and short-term policy 
making by a generation 
of officials who have 
little experience of 
working differently”
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Location data is a vital tool that underpins public 
services and allows for the delivery of policy, criti-
cal infrastructure, and services across Britain. From 
supporting local authorities, police forces and fire 
services, to providing adaption and mitigation for 

national incidents such as flooding and the recent pandemic. 
Ordnance Survey data is accessible and easier to use than ever 

before, with our Public Sector Geospatial Agreement (PSGA) offer-
ing almost 6,000 public sector bodies and organisations access to 
our high-quality data and services through the OS Data Hub. Our 
data and APIs underpin and support the delivery of key government 
services, with 1.1 billion transactions across all PSGA APIs last year. 

It is so important that we continue to increase access to loca-
tion data to deliver greater efficiencies which could be replicated 
by other departments, local authorities and councils – especially 
when budgets across government are under increasing pressure. 

 
LOCATION DATA’S ROLE IN 2023
Given the current economic challenges, government is focused 
on stimulating GDP to drive economic growth. Location data 
can play an important role in enabling this and OS are leverag-
ing our expertise and data capabilities by working across the 
public sector. We also have a key focus on commercial markets, 
working through the OS Channel and through our licensed 
partner programme to improve greater use of geospatial data 
which helps governments and businesses implement change 
and improve operational effectiveness saving time and money. 

Location data is already be-
ing used to make savings and 
improve services across govern-
ment. Harrow Council used OS 
data to save £300,000 every year 
by using route-optimisation 
techniques to save fuel and 
reduce the number of vehicles 
used; while Teignbridge District 
Council cut costs by £60,000 
by using OS data to automate 
their local land charges search 
process. There are plenty more 
opportunities for greater use 
in streamlining procedures, 
helping local authorities deliver 
services more efficiently and ensuring taxes go further in serving 
the local community. Research suggests that location data has a 
potential economic benefit to the UK of up to £11bn per year. 

One area of focus which is increasing is sustainability, in 
particular the challenges created by climate change. Location data 
can help by not only identifying assets that are being or could be 
impacted, but also tracking mitigations being carried out on the 
ground. To support this, OS are constantly improving the quality, 

quantity and accessibility of our data, in ways that allow our cus-
tomers to pick and choose their data as and when they need it. 

 The war in Ukraine has thrown the fragility of global sup-
ply chains into sharp relief and accentuated the availability of 
scarce resources like energy and water. We need to be driving 
more efficient energy use, and location analytics can play a criti-
cal role in finding solutions now to meet the growing needs of the 
future, such as the planning of electric vehicle infrastructures. 

At OS, we are constantly looking at how to improve our own 
efficiencies, for example by investing in automatic change detec-
tion through artificial intelligence, which quickly identifies where 
things have changed, and capturing these changes automati-
cally. This enables us to deliver more data and even faster.

OS manages huge amounts of location data, increasingly not 
all captured by us but by third parties. For the organisations that 
use it, being able to link real-world data together – be it popula-
tion, environmental or any other data – for reporting and analytical 
purposes will be very valuable for public-sector organisations. 

Increasingly, we will see machine-to-machine technology 
becoming more pervasive, influencing methods of access and 
data formats and stimulating demands for new data. For ex-
ample, to support our national journey to net zero there will be 
increased focus on solar panels, driving a requirement to un-
derstand building and land potential for solar panels and track-
ing the growth of these at a local, regional and national scale. 

 
CHANGE NEEDS SUSTAINED INVESTMENT
Looking ahead, the use of analytics and, in particular, location data 
will allow businesses and governments to make better decisions that 
tackle sustainability top down. The volume of data – from satellites 
to connected technology and devices, including sensors, vehicles, 
and phones – is increasing exponentially. Accessing and aggregat-
ing this data will be increasingly complex, leading organisations 

and governments to seek trusted location 
providers such as OS to solve big prob-
lems, such as sustainability and net zero. 

Through the National Geographic 
Database, OS are now able to improve the 
speed at which customers get access to our 
data. Data captured by one of our survey-
ors yesterday would be accessible today. 

Location data has the power to help 
achieve our 2030 Climate Target Plan 
and support efforts to address the net-
zero challenge. Despite the short-term 
challenges of the economic and political 
environment, we must not take our eye 
off long-term goals such as sustain-
ability and climate change. Working 

with people and organisations across the market will help solve 
these key global challenges, but complex solutions take time and 
there needs to be a concerted effort and sustained investment. 
You can’t just turn on funding and turn it off again; you need to 
be investing in those challenges consistently to succeed. 

John Kimmance is managing director of national 
mapping services at Ordnance Survey

Would you Adam and EV it? Location 
analytics help with infrastructure 

planning, including for electric vehicles

JOHN KIMMANCE LOCATION, LOCATION, LOCATION
 LOCATION DATA SUPPORTS PUBLIC 
 SERVICES AND HELPS CUT COSTS – 
 BUT WHAT COULD CHANGE IN 2023? 
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ister. A Committee on Public Standards poll in 2021 indicated that 
85% of the senior civil service and 90% civil service graduates have 
no confidence in the regulation of the ministerial code. This dam-
ages the civil service’s ability to attract and retain the best talent. 

While ministerial directions are most commonly requested 
over value-for-money concerns, since 2018 they have been 
increasingly used for reasons of propriety, feasibility and be-
cause policies are believed to exceed a political mandate. 

Weakening the independence of the civil service can also 
reduce trust in public institutions, which risks repelling businesses 
and investment and harming the UK’s wider reputation. A 2022 
OECD report showed that only 35% of the UK population trust the 
national government, which is lower than the OECD average (41%). 

Gordon Brown’s constitutional review for Labour indicates 
that the opposition sees this as a dividing 
line with the Conservatives, with proposals 
including a new anti-corruption and anti-
cronyism commissioner, a new independent 
integrity and ethics commission with the 
power to investigate breaches of a stronger 
code of conduct, and a new body to ensure 

all appointments in public life are made on merit. These are 
reminiscent of some of the recommendations made by the Com-
mittee on Standards in Public Life in 2021, including stronger 
rules and more independent regulation of the ministerial code. 

On becoming PM, Sunak contrasted himself to Johnson by 
promising to govern with “integrity, professionalism and account-
ability at every level”. Since then, he has scrapped the previous 
target of shrinking the civil service and restored civil service fast 
stream programmes for graduates, indicating a less hostile ap-
proach. This will go some way to restoring relations, but the reputa-
tions cannot be repaired overnight. Sunak also recently filled the 
position of the independent ethics adviser, critical to upholding the 
ministerial code, which had been vacant since Lord Geidt resigned 
in June. However, as Sunak decided against strengthening the 
adviser’s role and ministerial code, the prime minister can still over-

ride advice and maintains the exclusive 
power to instigate investigations. There is 
consequently the risk that the newly ap-
pointed Sir Laurie Magnus could in future 
become the third consecutive adviser to 
resign over disagreements with the PM. 

Strengthening the independence of the 
civil service through the appointments sys-
tem, ensuring dismissal is based on perfor-
mance rather than politics, and reinforcing 
accountability through a revised ministerial 
code are basic necessities. Credibly repair-
ing some of the damage to the UK’s gov-
erning institutions will mean Sunak must 
go beyond fine words and deliver reforms 
to strengthen vital checks and balances. 

Kelly Satchell is an ex-civil 
servant currently working as a 
senior associate in political due 
diligence at Global Counsel

The premierships of Boris Johnson and Liz Truss tested 
the boundaries of the UK’s constitution. From criti-
cisms of the judiciary and civil service to downright 
unlawful activity, their governments chipped away 
at the reputation of some of the UK’s most respected 

institutions. The increasingly fraught relationship between the UK 
civil service and ministers in recent years culminated in former 
chancellor Kwasi Kwarteng’s  assault on “Treasury orthodoxy”. 
The adverse market reaction to the “mini budget” showed that 
continued attacks on the UK’s institutions 
are not risk free. But can Prime Minister Rishi 
Sunak sufficiently restore their credibility?  

There is always tension in the civil ser-
vice’s dual obligations to deliver the agenda 
of the government of the day and provide an 
objective voice “speaking truth to power”. 
However, the second of these functions – the offering up of 
evidence and impartial advice – can run counter to ministers’ 
intentions, exposing civil servants to criticism – and worse. 

Formally, ministers cannot fire officials but in practice 
they can, and do, force senior officials out. Phillip Rutnam 
– a former permanent secretary at the Home Office – was dis-
missed (and won compensation from the government for 
unfair dismissal) by former home secretary Priti Patel.   Most 
recently, one of Kwarteng’s first actions as chancellor was 
to fire the Treasury’s permanent secretary, Tom Scholar. 

 It is unclear to what degree the dismissal of Scholar was 
instrumental in passing the mini-budget or simply symbolic. 
What is clear is that the interference of ministers in the manage-
ment of civil service departments threatens robust policymak-
ing, weakens a crucial check and balance of the UK’s uncodified 
constitution and strengthens the power of 
the executive. As proved retrospectively, 
removing a permanent secretary with so 
much experience (including of the 2008 
financial crisis and pandemic) was risky 
given the macro-economic situation. In a 
tacit acknowledgement of their mistake, 
Scholar was promptly replaced after the 
mini budget by another official with signifi-
cant Treasury experience, James Bowler. 

Senior civil servants are not powerless. 
They can, and do, push back. For instance, if 
permanent secretaries believe a ministerial 
decision will breach certain criteria, they 
can seek a “ministerial direction”, forcing 
ministers to compel them to pursue a pol-
icy despite the civil service’s reservations. 
But officials have little recourse in the face 
of questionable behaviour by ministers. 
The latter is governed by the ministerial 
code, which is overseen by the prime min-

KELLY SATCHELL A QUESTION OF REPUTATION
 AFTER JOHNSON AND TRUSS, 
 WHAT NOW FOR THE PUBLIC 
 STANDING OF THE CIVIL SERVICE? 

“Senior civil 
servants are not 

powerless - they can, 
and do, push back”
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“We are more 
clear-eyed 
about the future 
challenges we 
might face. We 
are absolutely 
more prepared to 
confront them”
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RESPONDING TO 
CHALLENGES 
OF DIGITAL 
POLICYMAKING

In a recent speech, DCMS perm sec Sarah Healey said 
policymakers should be ambitious and act swiftly in 
the face of huge change. Suzannah Brecknell reports

It’s hard to predict the future. When 
American businessman Irving T 
Bush built a grand international 
trade centre in central London just 
after the First World War, he prob-

ably didn’t expect that within a few dec-
ades, another war would force businesses 
out of what was then the most expensive 
building in the world. Taking the place of 
those firms, BBC newsreaders and radio 
presenters moved into Bush House, creat-
ing international connections of a differ-
ent kind through the World Service. 

Now the building belongs to King’s 
College London and houses King’s Busi-
ness School – including a Department of 
Informatics, which brings together inno-
vators from the worlds of technology and 
business. Given this rich and varied history, 
Bush House was a fitting backdrop for Sarah 
Healey, permanent secretary at the Depart-
ment for Digital, Culture, Media and Sport, 
as she took on the challenge of predicting 
the future in a recent speech exploring the 
challenges government might face as it 
makes digital policy in the years to come. 

This was the second in a pair of lec-
tures given by Healey to mark the start 
of a new partnership between DCMS and 
the Strand Group, part of King’s College 
London. In the first, she defined digital 
policymaking as not about “the way govern-

ment uses digital technology to deliver 
its own services” but “the shorthand we 
use for policymaking in response to the 
massive transformation effected by digi-
tal technology on the world we live in.”

She argued that over the last decade or 
so, the UK government has built a “coherent, 
consolidated capability” for digital policy-
making. In both speeches, however, Healey 
cautioned against complacency, pointing 
out that while we may not know exactly 
what changes will come with new technolo-
gies, we know there will be more change.

“Because it’s hard to imagine a differ-
ent future, our default is to think we have 
been through the industrial revolution, 
come out the other side and never again 
will we see the changes we have so far,” 
Healey said in her second speech. “You 
can see this assumption built into policy 
documents on technology throughout 
history and certainly in relation to the 
digital economy and society. Knowing 
this, we should learn the lessons of the 
last two decades of work on digital policy 
to ensure we are not caught unawares.”

Known unknowns
Healey set out three types of challenges 
which government may face in digital 
policymaking. First, there are those “we 
know we will face [because] we have 
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already experienced them to varying 
extents in these early years of policy-
making in the information age”. 

Next, there are challenges which 
“flow from those we have already expe-
rienced but will require a further expan-
sion of our thinking, our capabilities and 
our ambition to exploit new opportuni-
ties and manage the totality of risk”. 

Finally, there are those resulting 
from “seismic change” which we are 
not yet able to predict in any detail.

The challenges government has already 
faced around digital policymaking flow 
from the pace and breadth of change – new 
technologies are not only emerging quickly 
across all sectors and countries, but have 
unanticipated and interconnected im-
pacts which policymakers need to under-
stand if they are to respond effectively.

There has always been a lag be-
tween the emergence of new technolo-
gies and government’s response to the 
opportunities and harms they create, 
Healey argued, but the gap is more im-
portant when the change is so fast.

To close it, Healey suggested, the 
civil service needs to build new skills – “we 
will always lag behind real-world 
change if we cannot and do not build 
the knowledge and skills to bet-
ter predict the potential impact of 
technology” – but it must also think 
differently about the tools it uses to 
speed up the pace of its responses.

On the first point, Healey said 
government needs more civil servants 
with a science and technology back-
ground  who “can better understand 
the nature of new technology and 
better assess the impact it may have”.

She praised proposals to reform 
the Fast Stream to bring in a higher 
proportion of these individuals to the 
generalist policy profession but added 
that in order to retain these skills, the civil 
service must also create career paths and 
development offerings which will “recog-
nise and reward their particular expertise”. 

These skills must be brought in at all 
levels, she continued, echoing chief scien-
tific adviser Sir Patrick Vallance’s call for 
“the same revolution in scientific capabil-
ity across the civil service that was previ-
ously achieved for economic capability”.

Building capability needn’t rely on 
just bringing in new skills, she suggested, 
but also in creating ways for civil serv-
ants to access expertise externally. 

In digital policymaking there has been 
a tendency to rely on tech companies to 
understand detail and impact of change, 
Healey said. “That is important, and close 

links with industry must remain. But it is 
a single and partial view. To fully under-
stand the potential impacts, the benefits 
and risks of new technologies, we need 
access to a broader range of opinions, 
of thinkers, of experts and critics.”

Here she pointed to the work of 
DCMS’s chief scientific adviser Tom 
Rodden in building a College of Ex-
perts to provide “deep, independ-
ent, external expertise to DCMS at all 
stages of the policymaking process”.

Alongside this expansion in science 
and technology skills, Healey argued for 
a wider spread of digital policy capability 
beyond the team in DCMS. The department 
will continue to have an important role, she 
said, particularly to “improve collabora-
tion and coordination across government” 
but government must invest in capabil-
ity across departments and consider how 
best to bring these teams together.

“Going forward, digital change is 
only going to burrow itself more deeply 
into the fabric of our society as new digi-
tal services emerge and more and more 
industries adopt a tech-led approach,” 
Healey said. “To provide a coherent policy 

response we must continue to invest in 
digital policy expertise across the whole 
of government and learn how to pull it 
together. Creating cross-departmental, 
multi-disciplinary teams to solve complex 
and long-term digital policy questions 
should, as the Declaration on Govern-
ment Reform set out, become routine.”

Old tools, new tricks
Alongside new capabilities, Healey 
said digital policymakers will need to 
consider the tools they are using in 
order to keep pace with, and properly 
respond to, technological change. 

Making policy, enacting legislation 
and implementing change can be slow 
processes, she said, with good reasons. 
Parliament must have “the time it needs to 
interrogate, amend or decline to pass laws 

the government proposes”, and civil serv-
ants must properly fulfil legal duties – such 
as consultation – and develop a “thorough 
and prudent approach to implementation”, 
especially in emerging and novel areas. 

Civil servants, she argued, should not 
seek to shorten these processes at the 
expense of “responsible policymaking”. 
Instead, they should look at other tools 
such as secondary legislation and smarter 
working with regulators and regulation to 
“mitigate against the risk that the pace of 
technological change is just too fast for 
responsible policymaking to keep up.”

Already, she said, regulators can be giv-
en responsibility to produce statutory codes 
“in lieu of prescribed detail in legislation”.

“Such tools allow public bodies to 
respond to changing technology in months 
rather than years, provided they stay 
within the broad principles and require-
ments of the overarching legal regime,” 
she said, pointing to the ICO’s Age-Ap-
propriate Design Code as an example. 

While tools like this present advantages 
for speed of response, Healey noted that 
“the cost for this agility is less parliamentary 
and government involvement in decisions 

and so, critics might say, less demo-
cratic accountability.” Ministers must 
therefore be advised on how to man-
age that risk and offer “safeguards for 
the use of regulation-making powers”.  

Beyond closing the gap between 
change and response, Healey also 
suggested tools which would allow 
digital policymakers to take preven-
tative action. “It has long been best 
practice for governments to encour-
age development of technology 
to design out problems in society 
as well as to work voluntarily with 
industry to address potential risks 

and harms,” Healey said. “But the unique 
nature of how [information] technology 
is developed creates new opportunities.”

Government is increasing work with 
industry and international partners to 
shape the digital standards on which 
new technologies are based, for example 
through a DCMS-initiated AI Stand-
ards Hub, launched in October 2022. 

“At its best, this approach will help 
us get ahead of the curve of tech change 
and, where we have to respond to events, 
can ensure we are future-proofing our 
interventions. It represents a necessary 
evolution in our policymaking capabili-
ties in a digital age,” Healey said.  

Expansionary challenges
While the first group of challenges Healey 
discussed revolved around the gap between 

“Because it’s hard to 
imagine a different future, 
our default is to think we 
have been through the 
industrial revolution, come 
out the other side and 
never again will we see the 
changes we have so far”
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change and policy response, the second 
group stems from the need to look ahead 
and take decisions which will put the UK 
on a good footing for future changes.

With a nation’s economic and social 
wellbeing now increasingly depend-
ent on access to, creation of and fair 
distribution of digital innovation, she 
explained, digital policymakers must 
“expand how we think about the enablers 
of growth and societal wellbeing” and 
“try to predict what technology ecosys-
tem is needed for the decades ahead”.

Some of these enablers are al-
ready known and indeed have under-
pinned previous economic growth, 
she said. This includes elements like 
“a suitably skilled workforce or sta-
ble regulatory environments”.

“But where I expect we are likely to see 
a difference is in the infrastructure needs 
of the future digital economy,” Healey said. 
She added that while it will be for politi-
cians to decide how to invest in future 
infrastructure needs, civil servants must 
ensure they are able to give the best qual-
ity advice to support those decisions.

Doing this will require both improved 
capabilities and processes in government, 
she argued. Civil servants must have the 
skills and the confidence to lean into the 
challenge of predicting the future infra-
structure needs of an “increasingly digital 
and tech-enabled country,” as well as being 
able to “understand and frame the novel 
political choices for ministers in designing 
digital infrastructure and its role in soci-
ety – the democratic choices at the heart of 
how technology interacts with citizens”.

Alongside this, digital policymak-

ers must “expand on how we develop 
investment cases so that we can bet-
ter judge and advise ministers on the 
case for investing now in these novel 
enablers for economic growth,” and they 
may need to drastically change the way 
they apply economics to digital policy. 

But all of this good advice also requires 
the right processes in place to ensure it is 
being used, she suggested, and that “invest-
ment decisions to support long-term eco-
nomic growth take full account of the likely 
importance of technology and digital infra-
structure to our future economic success”.

World wide work
The global nature of digital change – and 
the resulting need for a global approach 
to digital policymaking – was a theme 
throughout both of Healey’s speeches. She 
described governments as being at the 
“foothills” of the work needed to build the 
institutions and systems which can address 
challenges such as the intra-national impact 
of digital change and the unequal distribu-
tion of benefits from the information age.

“There are challenges in even like-
minded states agreeing common positions, 
given competing domestic values and the 
concentration of the biggest tech compa-
nies within a few countries,” she said.

In addition to the growing challenge of 
tech protectionism, Healey noted the risk 
that “digital policy issues go beyond the 
traditional wheelhouse of existing multi-
lateral fora”. Each of these organisations will 
tend to focus on one issue such as trade or 
security, she explained, and “we know this 
[approach] does not work for digital policy”.

“Regardless of how we do it, I think 

there is a need to look at well-established 
international governance models, like 
for […] the facilitation of financial capi-
tal flows, and ask what capability might 
similarly be needed to enable a global 
response to issues like digital competi-
tion, data access and the safe and trusted 
use of AI and to ensure that response is 
guided by democratic values,” she said.

Underlying this is the risk of a grow-
ing digital divide between developed and 
developing nations, which will “require us 
to expand the scope of the global conver-
sation on technology change”, Healey 
said. This expansion should ensure that 
the “digital dividend is experienced glob-
ally,” to avoid the security and economic 
risks of growing digital inequality.

Change beyond our imagination
As she closed the speech, Healey spoke of 
the seismic changes which are even harder 
to imagine and therefore respond to. “What 
if quantum technology leads to such a step 
change in computational productivity that 
previously impossible innovation becomes 
possible?” she asked. And what if AI makes 
our economy “unrecognisable” by trans-
forming multiple industries, or augmented 
realities change “the very nature of our 
society and how we interact as humans?”

Imagining these changes may be hard, 
she suggested, but the principles of previ-
ous digital policymaking will hold good if 
governments remain ambitious and prompt 
in their response. Policymakers, both of-
ficial and political, “should not assume 
in the face of monumental change that 
a policy response is impossible,” Healey 
said, adding that “governments can and 
should shape the impact of transforma-
tive new technologies on our citizens”.

This will require a “hard-headed” as-
sessment about “the opportunity cost of not 
acting speedily enough” to ensure “dif-
ficult decisions for how we must respond 
as an institution are not delayed.” It will 
require both unilateral and multilateral 
action globally, and a continued focus on 
expanding the technology and horizon-
scanning capabilities of the civil service.

Though the future may be uncertain, 
Healey concluded, she is optimistic about it. 

“Technology has brought incred-
ible benefits to our society in these last 
20 years. And while we have histori-
cally moved slower than we might have 
liked, we have shown that public admin-
istrations can step up to manage the 
harms that come with those benefits.

“We are more clear-eyed about the future 
challenges we might face. We are abso-
lutely more prepared to confront them.” 
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RAISING 
THE BAR
DBS chief executive Eric Robinson talks transformation, what the civil 
service can learn from local government – and learning new recipes

E ric Robinson has learned 
a lot over the last couple 
of years – not least that his 
sta�  were “way more fl ex-
ible” than he was when the 

world turned upside down in 2020.
“I’m one of these people who has worked 

for so long by coming into the o�  ce that it 
was harder for me personally to move to a 
more remote way of working,” the Disclo-
sure and Barring Service chief exec adds.

The three and a half years since Rob-
inson joined DBS – after a stint leading 
Wirral Borough Council – have been a 
time of profound change for the organisa-
tion, which carries out criminal-record 
checks for employers and decides if 
people must be barred from working in 
certain areas, such as with children. In 
that time, it has launched a new strategy, 
which he says has been implemented 
so successfully that it is now looking at 
launching a refreshed strategy next year.

But the “fast track of hybrid/remote 
working” brought about by the Covid pan-
demic has been one of the most transforma-
tive changes. “Sta�  had always wanted 
to work in a hybrid way,” he says. “And 
the fact that that had a signifi cant posi-
tive e� ect on our performance was a big 
learning point for us as an organisation.”

The fi rst year of the pandemic brought 
its challenges – with higher-than-antic-
ipated demand for checks, the adjust-

ment to new working arrangements and 
high rates of sta�  absences, DBS fell 
shy of its turnaround targets for two out 
of three types of checks in 2020-21.

But overall, Robinson says fl exible work-
ing arrangements have massively boosted 
productivity. In 2021-22, the organisation 
issued 7.1 million DBS certifi cates – up 
from 5.96 million in 2019-20, before the 
pandemic. Active subscribers to its Update 
Service climbed from 1.77 
million to two million in 
that time, and it issued 
81.8% of enhanced DBS 
certifi cates within 14 days 
– surpassing the govern-
ment’s target of 80% and its own rate of 
78.3% two years earlier. With a customer 
satisfaction index score of 81.4% in 2021, 
DBS was the highest-rated public sector 
organisation for customer satisfaction.

“I was struck because I didn’t ex-
pect performance to improve through 
people working from home; I thought, 
intuitively, it would probably dip. I 
was impressed by our sta�  being way 
more fl exible than I was in terms of be-
ing able to deal with that,” he admits.

Hybrid working took some time to 
implement fully – while its 300 barring sta�  
began working from home as soon as the 
March 2020 lockdown happened, it would 
be another 11 months before the disclosure 
service could begin working remotely. As 

“Staff  had always
wanted to work in
a hybrid way”

chair of DBS’s Gold Command, Robinson 
spent a lot of time alongside them in its 
Liverpool headquarters at the start of the 
lockdown to oversee its pandemic response. 
“It felt, in solidarity with them, I needed to 
be visibly in the o�  ce as well,” he adds.

But like most civil servants, he spent 
a great deal of the pandemic working 
from home – and while this was jarring at 
fi rst, he learned to embrace the change 

as, freed from his com-
mute, it enabled him to 
explore new pursuits.

“I’m now the fam-
ily cook – and I love it,” 
he says. “I was cooking 

before but I would describe it as ‘samey’ 
and a bit perfunctory. Now, I’ll get a recipe 
out and try a few di� erent things, increase 
my repertoire. It was something that you 
could spend more time on because if you’re 
working from home and you’re able to nip 
out to the shops in the day or whatever – 
it’s just very di� erent. There’s something 
relaxing about doing another task.”

The love of cooking has stayed with him, 
he says. “I’m surprised how much I look for-
ward to spending a couple of hours cooking 
and making new things. That’s an escape in 
itself from any pressure of work – certainly 
at the weekends, being able to spend a bit 
of time doing that and learning new tricks.”

DBS has now settled into a hybrid mod-
el, with di� erent teams spending varied 
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amounts of time at home and in the o�  ce. 
Robinson sees it as a win-win for produc-
tivity and morale: “For some sta�  working 
from home improves performance because 
that fl exibility allows them to work more 
e� ectively and at the times that they want.”

And o� ering fl exible working has given 
DBS access to a nationwide recruitment 
pool. “So it’s almost as if we’ve done it and 
now we need to make sure that every aspect 
of the organisation is fi t for that purpose – 
as opposed to a couple of years ago, when 
everybody was coming into the o�  ce fi ve 
days a week and everybody worked and 
lived on Merseyside or around Darling-
ton. Now we’re in a very di� erent place.”

With that “established pattern” in 
place, DBS leadership is looking at 
what the rebalanced working arrange-
ments will mean for the organisation 
long term – for contracts, engaging 
with sta� , and for its infrastructure.

“So for example, we have two large build-
ings,” he says – referring to DBS’s bases in 
Liverpool and Darlington. “Do we still need 
that? Should we look at public sector hubs?”

Robinson’s career has been domi-
nated, he says, by two themes: 
safeguarding and operational 

improvement. “They’re the things that 
get me out of bed in the morning in 
terms of making a di� erence,” he says.

His approach to leadership has been in-
formed by years working on the frontline as 
a social worker, before moving into a series 
of managerial roles in local government and 
social services. He learned some valuable 
lessons as a director of social services in 
Enfi eld and later in Cambridgeshire, he 

says. One was that “the management of 
the external environment was critical to 
the success of what you did internally”.

“There was that need to manage the 
world in which we operate, not just the 
insular world of the organisation, that 
struck home to me and has been relevant 
throughout my leadership experience,” 
he says. “One of the things we tried to 
do at the DBS is work with our stake-
holders and partners in order to help 
them do the job they want to do, which 
in turn helps us do our job better.”

The years he spent 
in local authorities also 
taught him to value and 
leverage the knowledge 
and experience of the sta�  
working under him. “That 
sense of how you empower 
sta�  to have a voice and 
then become as a result 
a more e� ective and higher performing 
organisation was something I learned in 
my earlier leadership career,” he says.

Over his fi rst nine months leading DBS, 
he held more than 50 “listen and learn” ses-
sions with small groups of sta� . “It wasn’t 
about me telling sta�  what we were going to 
do; it was more about asking them what we 
needed to do, what could make their ability 
to do their job easier and better,” he says.

That input, along with 41,000 responses 
to a consultation exercise that he calls the 
“big conversation” with stakeholders and 
sta� , have helped to create DBS’s “sense of 
direction and strategy”, Robinson says.

Published in September 2020, the 
DBS 2025 Strategy set out fi ve-year plans 
for the organisation – improving quality 

through new “customer journeys”, switch-
ing suppliers and using technology more 
e� ectively; raising its profi le and com-
municating more widely with the public; 
developing a diverse workforce and HR 
improvements; and making workplace im-
provements such as remote working, o�  ce 
upgrades and cutting environmental waste.

It came alongside a fi ve-year technol-
ogy roadmap, which aims to modernise 
services, deliver tech transformation and 
improve its IT services. Its goals include 
the creation of a new website and digi-

tal portals; developing 
relationships with new IT 
suppliers; and improving 
infrastructure and remote 
access to checking systems.

Robinson says DBS has 
hit “every milestone” in 
the roadmap so far, put-
ting it on track to meet its 

goals by the 2025 deadline – despite the 
challenge of having to “continue to fl y the 
plane whilst we’re building a new plane”.

“Because we have, historically, some 
quite old technology, the maintenance 
of that is quite a signifi cant aspect for us 
keeping our service running and keep-
ing things safe – and at the same time, 
we’re creating the new infrastructure 
that will enable us to leave the old ones 
and move to something else,” he says.

Meanwhile, the operational and perfor-
mance improvements DBS has made mean 
it has “basically delivered all the things we 
said we’d do in the strategy in 2020 – I’m 
talking about 96% completed within 2.5 
years”, Robinson says. It is now working on 
a refreshed strategy, which is set to launch 

“I learned if you 
empower staff  
you become a 
more eff ective 
organisation ”

Speech DBS’s 2022 
sta�   conference 
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in April. The chief exec can say little about 
it so far as it will require ministerial sign-
o�  – though he says the focus will remain 
on the two key themes of safeguarding the 
public and being an excellently-run organi-
sation, and that it will be “more ambitious”.

M inisterial oversight is one of 
the biggest contrasts Robinson 
draws between working in local 

and national government. “Local authori-
ties have what’s called a ‘general power of 
competence’, which means that you have 
a lot more freedom locally to decide what 
you want to do and what your priorities 
are,” he says. Introduced by the Localism 
Act 2011, it gives councils the power to 
do anything an individual can do, as long 
as it is not prohibited by other legisla-
tion – enabling them to extend services 
and support into new areas, for example.

“When I was in local government, 
we could make our own policy and 
priorities, [although] we still had a leg-
islative framework within which we 
needed to work,” Robinson explains.

By contrast, central government has “a 
greater demarcation between policy and 
the implementation and execution of that 
policy”. After four years as a local authority 
chief executive, the change in focus from 
policy development to implementation 
and e� ective delivery of set policy took 
some adjusting to. “There’s a sense that 
you’re very limited in terms of what you 
can change, in terms of what you do – but 
what you focus on therefore is the improve-
ment of doing what you do,” Robinson 
says. Even as chief exec, he cannot decide 
to change the products DBS o� ers, or how 
it should meet safeguarding requirements 
– those must be decided by ministers.

Something else that took him by 
surprise was the relatively small num-
ber of people he came across who had 
made the same jump he had from local 
to central government, or vice versa.

“It feels like the sectors are very 
separate,” he says, despite an abundance 
of transferable skills and relationships 
“that could be built up that would im-
prove both sectors” but are “signifi -
cantly underplayed” at the moment.

For one, he says, the civil service 
could learn a lot from the innovation and 
creative thinking that is bred out of neces-
sity at the local level. “You have to think 
di� erently in local government – you’re 
almost on your own and you have to 
decide how to solve problems,” he notes.

Bringing in talent from local govern-
ment – as well as the private sector – can 
only benefi t organisations like DBS, he 

says. “It’s all linked to the benefi ts of 
diversity: those di� erent views and per-
spectives and experiences which help 
enrich and improve organisations.”

One of the greatest challenges fac-
ing public services in the coming 
months will be dealing with the 

cost-of-living-crisis. Tensions over pay are 
coming to a head, with a growing number 
of unions staging strikes; while many public 
sector organisations are having to look 
hard at their services as spiralling infl ation 
and energy costs erode their budgets.

DBS is one of 123 civil service organi-
sations facing walkouts after members of 
the PCS union voted to strike over pay, 
along with other issues like job security 
and pensions. While it has not yet faced 
sustained industrial action, it will be hit 
by a one-day civil service-wide strike on 
1 February, and could face further strikes 
if disputes are not resolved and the un-
ion continues to escalate its action.

“Pay is an issue that – before cost-of-
living [increases] and the recent national 
issues around infl ation – has been some-
thing that both me and the board has 
been very conscious of,” Robinson says.

But with pay rises constrained by 
cross-government pay remit guidance, 

he notes the ALB’s infl uence in this area 
is “extraordinarily limited”. “We can only 
tinker at the edges a bit rather than ac-
tually answer any of the fundamental 
things… but this isn’t just DBS or the 
civil service, it’s everywhere, the issues 
around infl ation and therefore pay and 
remuneration are signifi cant issues we’ll 
need to deal with over the coming year.”

“What we’ve done is to make sure that 
our sta�  have a good o� er, not just in pay 
but in terms of the benefi ts of working at 
the DBS. We’ve done a lot over the past few 
years to enhance that.” He points again 
to hybrid working, as well as an academy 
launched at the end of last year to improve 
learning and development opportunities.

As for infl ationary pressures, DBS has 
fared better than many other public bodies 
thanks to the operational improvements, 
Robinson says – but the organisation is not 
entirely insulated from external pressures. 
“The issue for us is that the world out there 
is much more volatile and therefore that af-
fects the demand for our services, which in 
turn then a� ects our income,” Robinson ex-
plains. As employers are hit by rising ener-
gy costs and fi nancial constraints, they are 
hiring fewer people who might need DBS 
certifi cates. DBS has been seeing a slight 
reduction in applications each month, Rob-
inson says. “So the volatility of the market 
caused by cost of living, infl ation and more 
general economic downturn is something 
that’s much more of a worry to us fi nancial-
ly than internal aspects of the cost of living.”

Despite these challenges, DBS is 
managing to break even – and even run a 
surplus at times – even after lowering the 
fees for its checks by up to 31% in some 
cases. “With the cost-of-living issues and 
infl ation, we’ve been able to subsume those 
into our operating costs at the moment 
without any signifi cant pressure on us in 
terms of our overall fi nances,” Robinson 
says. He counts the double-digit reduc-
tions in fees as a “signifi cant achievement”, 
especially amid those trying circumstances.

Asked about his other highlights 
in the job to date, the chief exec points 
to a few milestones – a new disclo-
sure approach for youth o� enders; 
a change in suppliers; projects that 
were completed ahead of schedule.

But more than anything, he says he is 
proud of the continual, incremental changes 
he has seen in the organisation. “It’s one 
thing to focus on something and then it 
improves for a while and then goes back to 
where it was,” he says. “But we have con-
sistently and sustainably improved what 
we’ve done over the past three years and 
I’m very pleased and proud of that.” 

Docking place DBS’s 
Liverpool o�  ces
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GDS apprentice Samaira Uddin shares her thoughts on the 
importance of bringing one’s whole self to work, and how colleagues 
and managers can be true allies to civil servants with disabilities

Starting the year 
with inclusivity
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T
wenty two per cent of the 
UK population report 
having a disability and 
13.6% of civil servants 
declare themselves as 
disabled. It is important 
that we do what we can 
to better understand, 
support and celebrate 
our colleagues with 
disabilities. As we enter 
2023, the value in fos-
tering inclusivity and 
creating an environment 
where everyone feels 

comfortable bringing their whole selves 
to work should be a target for all of us.

Understanding disability awareness
Disability awareness is not limited to the 
workplace: having knowledge about dis-
ability advocacy is useful both profession-
ally and personally. Whether you your-
self are disabled, you manage someone 
who is disabled, you are a carer or even 
just know of someone with a disability, 
it is important to understand the chal-
lenges they face on a day to day basis. 

Learning and applying the Social 
Model of Disability can be the first step 
to identifying the obstacles many disa-
bled people face. Many forms of allyship 
that relate to disability are done from the 
basis of charity and saviour mentality. It 
is important to understand and reflect on 
if you are advocating because you accept 
that the systems in place are not inclusive 
of disabled people. By recognising this, we 
can move towards true progress. A great 
example of amending systems to be more 
accessible are the Web Content Accessibil-
ity Guidelines which are an internation-
ally recognised set of recommendations 
for improving web accessibility. They 
explain how to make digital services, 
websites and apps accessible to every-
one – including users with disabilities.

Non-visible disabilities 
Not all disabilities are visible. Non-visible 
disabilities range from mental health 
conditions to cognitive impairments to 
physical health conditions such as chronic 
pain. Creating a space where people feel 
comfortable talking about their disability 
is a fundamental part of ensuring everyone 
at work feels like they can do their day job 
with ease and comfort. Developing an en-
vironment for open conversations around 
disability and preferred ways of working 
is critical in fostering inclusivity, the way 
one disabled person prefers to work cannot 
be generalised for all disabled people.

Ensuring accessibility in the workplace
Familiarising yourself with small, everyday 
actions that can make a big difference in 
maintaining inclusivity and accessibility is 
a responsibility for everyone. Including al-
ternative (‘alt’) text on images in your work 
helps colleagues who use screen readers to 
access and understand visual content such 
as images and graphs. Alt text ensures a 
similar experience for all. Another way to 
ensure inclusivity in the workplace is to 
check the accessibility of collaboration 
tools before using them. This ensures 
everyone can take part in activities. 

Accessibility is a key part of the set-up 
of meetings, events and workshops. For 
example, avoiding standing up (gathered 
around a screen, wall or whiteboard) or 
having alternative seating options avail-
able. It is often hard for people to stand 
still for a long time due to specific visible 
and non-visible disabilities and long-term 
health conditions. Sharing powerpoints, 
agendas and reading ma-
terials prior to meetings 
help colleagues prepare, 
plan and set expectations 
as taking in information 
on the spot can be difficult. 

Exploring more ac-
cessible ways of working 
should be a priority for 
all. Simply researching 
and understanding more 
about different ways of working can help to 
make everyone feel welcome and included.

Disability History Month (November-
December) and International Day of People 
with Disabilities (3 December) are land-
mark dates highlighting the importance of 
why we need to think more about inclusiv-
ity. Learning about the significance of these 
events provides background on the history 
and struggle disabled people have faced.

Use of language
Language is a fundamental part of the 
Social Model of Disability because lan-
guage reflects the cultural assumptions 
and thinking of society as we know it. The 

power of language indicates the value 
put on different identities and the way in 
which we see each other. The evolution 
of language means that our vocabulary 

has developed in the same 
way society has. Language 
referring to disabled people 
in the past was often deroga-
tory and used negatively. It 
is important that language is 
inclusive when written and 
spoken. Examples of how 
language has developed is 
the use of the term “able-
bodied”. This term suggests 

that every person with a disability does 
not have an “able body” – instead the 
term “non-disabled” should be used. 

Become a disability ally
Ensuring everyone feels that they can 
bring their whole selves to work should 
be a priority for all. There are many things 
you can do to become a disability ally, for 
example creating a safe and welcoming 
environment to have open and honest con-
versations about disabilities will help to 
foster an inclusive workplace culture. Talk 
to your colleagues and find out if your de-
partment has a Disability Network or join 
the Civil Service Disability Network. At-
tending workshops and completing Civil 
Service Learning on becoming disability 
confident provides a solid foundation to 
learn more about how to support disa-
bled people. Research accessibility, think 
about disabled colleagues when working 
and learn about the impact of language. 
Start 2023 thinking about inclusivity. 

Samaira Uddin is a PR and 
communications apprentice in 
the Government Digital Service’s 
internal communications team

LEARNING CURVE
“Be open to learning, you are not expected 
to know everything. Being an ally is a jour-
ney. Don’t be afraid to make mistakes: an 
imperfect ally is better than no ally. 
Attend awareness training, disability 
meetings or workshops to understand the 
issues facing those with access needs. Take 
those examples back to any project you are 
working on, challenge assumptions, chal-
lenge the status quo, just because ‘we have 
always done it like that’ doesn’t mean it’s 
the right/accessible way to do it.”
Leona Atkins, Severely Visually Impaired 
(registered as blind), Software Developer

FREE TO BE ME
“Most of my experience of depression and 
anxiety as it relates to work comes down 
to being misunderstood and forced to work 
in ways that do not work for me. When we 
have to hide who we are we can’t do our 
best work and can burn out very easily”
Nick Colley, Neurodivergent, 
Accessibility Specialist

“Familiarising 
yourself with 
small actions 
that can make a 
big difference is 
a responsibility 
for everyone”
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SURVEYING 
THE LANDSCAPE

M
uch has changed in the 
UK regulatory landscape 
over the past few years, 
with the decision to leave 
the European Union creat-
ing opportunities to do 
things differently and the 
Grenfell Tower disaster 
exposing a building-safety 
regime unfit for purpose. 

However, develop-
ments faced by regula-

tors are broader still, taking in elements 
of the public sector’s response to the 
Covid pandemic and the growing use of 
artificial intelligence. CSW brought to-
gether sector experts to discuss the state 
of regulation in the UK for a recent webi-
nar, in partnership with PA Consulting.  

Research by the professional-services 

Amid a rapidly changing 
regulatory landscape, watchdogs 
can never be complacent. 
In a recent CSW and PA 
Consulting webinar, experts and 
regulators shared how they are 
adapting to new challenges

firm gives the UK regulatory sector much 
to be reassured about. A recent survey 
found 70% of regulated businesses felt 
watchdogs were effective in meeting 
their remit – based on a sample group of 
500 leaders. Meanwhile, more than three-
quarters of general-public respondents 
to the survey said they believed the UK 
has regulation that is up to the job. 

Natalie Prosser is chief executive of 
newly-created regulator the Office for 
Environmental Protection, which was 
set up under the Environment Act 2021 
to hold government and public bodies 
to account for environmental protec-
tion, the quality of law related to the 
environment and its enforcement.  

She said her experience of creating 
the organisation over the past year has 
been that while UK business may not have 

much appetite for more regulation, there 
is a hunger for “really good” regulation. 

“In our sector, where we’re dealing 
with really severe environmental chal-
lenges, the best of industry want to invest 
and they want to innovate,” Prosser said. 

“But in order to create the safety 
to do that, they want certainty in 
terms of regulatory futures: what the 
laws are going to be and, crucially, 
how they will be implemented.  

“The feedback is that good busi-
nesses do not want non-compliance to 
create a competitive advantage. They 
want a level playing field. And that is 
really positive in our sector, not just for 
growth but for green growth as well.” 

Prosser said the idea that regulation 
is largely about using enforcement is a 
frequent misunderstanding by the public – 
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EFFECTIVE REGULATION  ❮  FEATURE

ambiguity,” he said. “They don’t know what 
we as a regulator would think. There’s a 
question for regulators to ask about how 
we can reduce ambiguity for those that 
are regulated when they’re look-
ing at innovative approaches.” 

Conrad Thompson, regula-
tion and innovation lead at PA 
Consulting, said the firm’s work 
suggested regulators need to 
“really rethink” their remit and 
priorities; try their utmost to “walk in 
stakeholders’ shoes”; and explore how best 
to get leverage through the work of others. 

On the last point, Thompson said 

as well as by some officials and ministers.  
“Good regulation is far more than 

enforcement,” she said. “Enforce-
ment is part of the toolkit, and it’s an 
important part in some contexts. But 
it’s really only part of the picture.” 

She added: “I’ve seen that simplistic 
understanding in government as well: but 
good regulators know that effective regu-
lation is about enabling those who want 
to do well, removing barriers, and getting 
out of the way of responsible business 
and focusing your attention hard on areas 
either where it’s ‘can’t do’ or ‘won’t do’.” 

Prosser said the real skill of regulation 
is “truly understanding the dynamic of the 
situation in front of you so you can best 
tailor your response” in order to reduce 

public harms and promote public benefits. 
Michael Hanton, deputy chief regulator 

at Ofqual, said he hoped one positive out-
come from the coronavirus pandemic would 
be a growing appreciation of the important 
role regulators play in protecting society’s 
most vulnerable and disadvantaged.  

He said the exams and qualifica-
tions watchdog seeks to put real focus on 
the people it exists to protect: students 
and apprentices – and particularly the 
most disadvantaged among them.  

Hanton, who is also a director at 
fledgling professional body the Institute 
of Regulation, said that in common with 
other regulators, Ofqual is keen to enable 
growth and innovation in its sector, with 
the main issue being how to do that safely. 

“Regulation is such a powerful tool in 
enabling innovation and growth,” he said. 
“At Ofqual, of course we want innovation 
that’s in the interests of students. Of course 
we want innovation that is going to im-
prove how young people are assessed and 
that is going to make assessments fairer. 

“What we’re trying to do is en-
able markets to function well in the 
interests of those that use them.” 

Hanton said Ofqual is particu-
larly keen to know if any of its rules 
are obstacles to good innovation.  

“Often, it’s not the presence of rules 
that is the question. I think it’s about where 
those that are regulated feel that there is 

“Good businesses do not 
want non-compliance 
to create a competitive 
advantage. They want 
a level playing field” 
Natalie Prosser, OEP

70%

78%

76%

76%

of business think 
regualtors are effective

fully understand the  
purpose and role of regulators

respect regulators

of citizens understand 
regulators’ role

by 22 percentage 
points (pp) since 2018

by 32 pp

by 22 pp

by 13 pp

Statistics taken from research carried out by PA Consulting 
and published in “Rethinking Regulators 2023”

24-26 CSW322 Regulators MT.indd   2524-26 CSW322 Regulators MT.indd   25 18/01/2023   14:55:0818/01/2023   14:55:08



26  |  January 2023  |  civilserviceworld.com

FEATURE  ❯  EFFECTIVE REGULATION

26  |  January 2023  |  civilserviceworld.com

way,” she said. “We can move at a greater 
pace than the EU Commission was able 
to. And that’s been a real benefi t.” 

Prosser said the OEP’s strategy of 
focusing on stakeholder feedback, be-
ing transparent and building confi dence 
in the organisation is bearing fruit.  

She added that the OEP’s purpose has 
been embedded among staff  “from the 
get-go”. “If you ask anyone at the OEP, I 
can guarantee they can quote to you in a 
heartbeat exactly what our purpose is, and 

that importance of contributing to environ-
mental protection through holding other 
parts of government to account,” she said. 

Ofqual’s Hanton said that when Jo 
Saxton became chief regulator in 2021, 

the organisation had “looked 

again” at its remit from parliament 
and refl ected on why it had been set 
up, to ensure there was “real clarity”. 

He said the move was accompanied by a 
listening tour in which he, Saxton and other 
colleagues travelled the country and met 
more than 100 school leaders and countless 
learners to better understand their priori-
ties and concerns about qualifi cations. 

“It directly helped us make good policy 
decisions,” he said. “In particular, it really 
helped us to think about how we communi-

cate. So one of our objectives 
is to promote public confi -
dence in how qualifi cations 
operate. It’s at the heart of 
why parliament created us.” 

The use of artifi cial 
intelligence is an area in 
which PA Consulting’s 
Thompson suggested regu-

lators need to be on the front foot.  
“Regulators have a really important 

role to play, at the very least in just bring-
ing to light what is going on in the market 
today,” he said. “I suspect citizens get more 
fearful than really they should be about 
how AI is being used; equally, it is legiti-
mate that they should be worried about 
how it might be being used in the future.” 

Ofqual’s Hanton agreed, citing “huge 
challenges” in terms of fairness and bias. 
Nevertheless, he suggested traditional 
evaluation practices – for students, at 
least – will prove hard to abandon. 

“We need to have skills, but we also 
need to understand where society is at, what 
it’s ready for, and what it’s right for us to 
consider being addressed through AI and 
what is simply not appropriate,” he said. 

He added that it is hard to see a point 
in the future where the quality of children’s 
handwriting is not part of assessment. “Hu-
man markers are really important,” he said. 

Thompson wound up the event by 
citing a cherished slice of regulator 
pro-activity: Civil Aviation Authority 

chief executive Andrew Haines’s 2017 
decision to “call out” Ryanair on Sky 
News over the budget airline’s com-

pensation practices for passengers 
aff ected by delays and cancellations. 

“I’m sure they thought about it a lot. 
I’m sure they had their lawyers going 
over the implications, and obviously had 
the backing of the DfT,” he said. “But 
I thought it was a brilliant example of 
regulators stepping up and doing what 
us as citizens would want them to do.” 

Ryanair changed its rules with-
in a week, Thompson said. 

a “platform thinking” approach is re-
quired that will involve exploring the 
benefi ts of common technology and 
more “componentised” ways of work-
ing, including collaboration with other 
industry bodies to maximise impact.  

“Some of the work that we’ve done 
with building-safety regulations is a really 
great example of how they are going about 
addressing the Grenfell challenges by 
setting up a platform that allows every-
one to share safety data far more easily as 
the real enabler to address 
risks in the future,” he said.  

OEP’s Prosser said the 
environmental regulator 
is very fortunate to have a 
broad and active stakeholder 
community, which it has 
“really lent on” for support. 

“We are a product of EU 
exit and some of the positive feedback 
we’ve had is that because we’re so much 
better connected with all of our stakehold-
ers – whether it’s government, those we 
oversee, NGOs and the public – we’re 
able to act in a much more nuanced 

“We need to understand where society 
is at, what it’s ready for, and what it’s 
right for us to consider being addressed 
through AI and what is simply not 
appropriate” Michael Hanton, Ofqual
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INTERVIEW  ❯  JONATHAN BLACK

A NEW 
PERSPECTIVE

Jonathan Black, Heywood Fellow, tells CSW about his 
plans to take a fresh look at a major policy challenge 

It can be hard to describe the last 
few years without falling back on 
cliché or that dreaded word – un-
precedented. But Jonathan Black, 
formerly the UK government’s sherpa 

for G7 and G20 and now the second holder 
of the Heywood Fellowship, has a nice 
phrase to capture what it has been like.

“When you step back and look at the 
last few years, compared to the years be-
fore,” he says, “the number of momentous 
events has been much more concentrated.”

Over those momentous years, a common 
challenge has been recurring in the policy 
areas which Black has been working on – the 
increasingly complex relationship between 
national security and economic prosperity.

“This intersection between national se-
curity and economic prosperity is probably 
the underlying systemic policy challenge 
that countries like ours face,” Black says, 
and in his most recent role working with the 
G7 and G20 countries, he sat right at the 
intersection. Working with colleagues from 
across the world, he says: “We did a lot that 
was good, some really innovative policy. 

“But I also found myself thinking: there 
are some really big questions about the 
way we go about making policy that we 
need to think about, [questions] that are 
going to become more important as time 

goes on – it would be great just to have 
time to think about those a bit more.”

Black is speaking to CSW from the 
Blavatnik School of Government in Oxford, 
where he is about to do just that through 
his Heywood Fellowship – a research 
posting created in memory of late cabi-
net secretary Lord Jeremy Heywood.

The fellowship is supported by the 
Heywood Foundation, and the idea for it 
grew from Lord Heywood’s own experi-
ence of taking time out for study and 
refl ection part-way through his career.

Lady Heywood, chair of the founda-
tion, tells CSW that after working in 
then-chancellor Norman Lamont’s private 
o�  ce and helping to manage the fall-
out from Black Wednesay, Jeremy was 
“pretty burnt out, as you can imagine”. 

The Treasury’s then-permanent secre-
tary Terry Burns arranged for Heywood to 
take part in a short management develop-
ment programme at Harvard. This gave him 
an opportunity to “step away from White-
hall and learn all about restructuring organ-
isations,” and the weeks spent in a di� erent 
environment were very valuable to him.

The fellowship, Lady Heywood 
says, aims to give senior civil servants 
a similar opportunity. “We aim to fi nd 
somebody who wants to take some time 
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between roles and look at a meaning-
ful piece of policy which is not neces-
sarily top of the agenda,” she says.

There is a public element to the 
posting – fellows are expected to give 
a speech exploring some of their 
work – but they also produce a report 
which can remain confi dential.

The fi rst Heywood fellow was for-
mer chief Brexit negotiator and Depart-
ment for Exiting the European Union 

perm sec Sir Olly Robbins, who took 
up the fellowship in 2019 and consid-
ered the role of cabinet secretary.

Black himself also worked on EU nego-
tiations with Robbins – in fact, as he puts it, 
he has often been in “the right place at the 
right time to work on some of the most com-
plicated and challenging issues” govern-
ment has faced in the last decade and more.

This included working on fi scal policy 
and the budget in the Treasury after the fi -
nancial crisis, then on European issues both 
before and after Brexit in the Cabinet O�  ce. 
After a period working on the Covid re-
sponse in the Cabinet O�  ce, he took up po-
sition as sherpa to the G7 and G20 at a time 
when UK held the presidency of both G7 
and Cop26. He describes working on these 
major topics as an immense privilege, but 
is also excited by the change to step back 
from momentous events for a few months.

 The fellowship is also supported 
by the Blavatnik School of Govern-
ment, Hertford College, Oxford the 
Economic and Social Research Coun-
cil and by the civil service itself.

As such, Black will be working with a 
small team including another civil servant 
and researcher funded by the Economic 
and Social Research Council, as well as 
colleagues at Blavatnik. The team has set 
out three stages for its work, Black says. 

In the fi rst, it will look at academic 
analysis and other research to test his 
proposition that “the intersection between 
national security and economic prosperity 
is more complicated, or at least much more 
intertwined, than it has been in the past.”

Next, he says, the team will be talking 
to others grappling with this challenge to 
understand how it impacts di� erent parts 
of government and business. Although 
the team is small, Black is keen to “use the 
space that the fellowship’s giving me and 
those of us working on it to be able to curate 
a really open engagement and dialogue.”

“This challenge is very relevant to 
policymaking and some of the big ques-
tions that government faces,” Black 

says. “But it’s also very relevant to busi-
ness and some of the big questions they 
face – commercial questions about their 
investments and things like that. 

“So one of the things that we will 
look at is how that relationship needs to 
evolve in a world where geopolitics is a 
much more dominant feature of the global 
economy, and when there is necessarily 
a di� erent relationship between govern-
ment and business than the one we’ve 
perhaps had over the last few decades.”

Finally, the team will test proposi-
tions about how to adapt the poli-

cymaking process to better address 
challenges identifi ed, and produce a 
report to share with government. 

“We’re not going to claim that we are go-
ing to completely solve this challenge in the 
next few months,” says Black, “but I hope by 
looking at some interesting areas and mak-
ing some recommendations based on who 
we speak to, our research and also our own 
experience, we can make some practical 
and pragmatic conclusions that are useful 

for us to pick up back in government.”
This ambition – to think deeply 

but remain practical and prag-
matic – echoes much of what Hey-
wood himself was renowned for.

“Jeremy fostered a sense of policy prob-
lem solving being a sort of force for good,” 
Black recalls. “His desire to challenge and 
question spread throughout the civil ser-
vice, as well as his desire to be innovative.”

“For any civil servant of my genera-
tion, Jeremy was the defi ning fi gure,” he 
adds, “and it’s genuinely a huge privilege 
to do to do this fellowship in his name.”  

“This intersection between national 
security and economic prosperity is 

probably the underlying systemic policy 
challenge that countries like ours face”

EYES ON THE PRIZE
Alongside the fellowship, the Heywood 
Foundation runs an annual prize seeking 
policy ideas to improve life in the UK.

The Heywood Prize o� ers winners up 
to £25,000 and the chance of their idea 
being implemented by government. It is 
open to submissions until 28 February.

The winning idea from 2020-21 – the 
creation of the NHS Reserve Force – has 
been applied by the health service.

In 2022, the foundation put 
extra focus on encouraging entries 
from younger generations with 
the addition of a youth prize.

The foundation’s top pick will receive 
£25,000, with runner-up awards of between 
£1,000 and £10,000 also up for grabs.

This year’s round includes a separate 
youth prize for under-21s, worth between 

£500 and £5,000. Young entrants will 
also be eligible for the £25,000 prize.

“Building on the success of the inaugural 
Heywood Prize in 2021, in 2022 we also 
want to tap into the often unseen and 
unheard insights and creativity of our 
younger generations,” said Suzanne 
Heywood, chair of the Heywood Foundation 
and widow of Jeremy Heywood.

“Never has the need to bring their 
bold, new ways of thinking to the 
attention of policymakers been more 
important than it is today,” she added.

The winner’s suggestion will also be 
passed on to government policymakers, with 
the foundation’s full backing for fast-tracking.

To fi nd out more visit:
www.heywoodfoundation.com/contest/
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FEATURE  ❯  CS AWARD WINNERS

The Junior Leaders Networking Events Team won the 
Developing and Supporting People Award at the 2022 Civil 
Service Awards. Here, JLNE’s Funke Oham o� ers some 
networking tips for those hoping to get on in their careers 
and leave a lasting impression on colleagues

I
n the Junior Leaders Networking 
Events Team, we are passionate 
about learning, skills develop-
ment and strengthening capabil-
ity. One way we do this is through 
our networking opportunities. 

Whatever your career stage, as 
you kick o�  the new year, now is a 

good time to refl ect on why, where, when 
and how you plan to network. Here are 
our top four tips on making the most from 
your networking opportunities in 2023.

Why
One analogy suggested individuals 
can use their money as follows: spend 
some, save some and invest some. This 
can apply to networking too. Network-
ing can be approached from either of 
these angles or a combination: network-
ing based on one’s current needs, future 
needs or on the needs of others in our 
circle. Being aware of the benefi ts it can 
have on your personal and professional 
development can keep you motivated 

when networking seems arduous. 
Networking is your chance to 

shine. American businesswoman 
Christine Comaford describes it as 
marketing – marketing yourself, your 
uniqueness and what you stand for. 

If you ever feel like backing away from 
a chance to network, here is a reminder: 
you are worth seeing. Network today, net-
work tomorrow and network in the future. 

Where
It is important to consider traditional 
and non-traditional networking opportu-
nities. New to networking? Some ideas 
include career events, Civil Service Live, 
professional associations, departmen-
tal events, public-speaking events, sta�  
networks, alumni events, volunteering, 
social events and continuous profes-
sional development events. This can 
be done in person and virtually. Social 
outlets including LinkedIn and Twit-
ter are also great places to network. 

Are you an avid networker? Ask 

yourself, where else can I network this 
year? Who can introduce me to new 
networking channels? What cross-disci-
plinary networks can I tap into? Where 
do the people I would like to meet hang 
out? Once you have identifi ed suit-
able opportunities, note them down.

When
Networking is based on forming and 
building relationships. It takes time, 
commitment and consistency. Having a 
networking plan of action will ensure you 
are intentional and work towards achiev-
ing your goals. Equally, seize and maxim-
ise impromptu networking opportunities. 

Networking before you need it will 

SCHMOOZE
“Having a networking 
plan of action will ensure 
you are intentional 
and work towards 
achieving your goals”
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stand you in good stead when you do 
need it. Utilise your plan of action to 
determine when you should network 
and the frequency. Then, just do it! 

It is important to give back as much as 
you receive in networking relationships. 
Remember, networking isn’t a once and 
done a� air! It is important to make and 
keep new contacts and never burn your 
bridges (unless there is a good reason to).

How
Leadership expert Michael Hyatt said 
when you know your why, you’ll know your 
way. Knowing why you are networking will 
help you clarify the best way to approach 
it. Networking is like a marmite experi-
ence – people either love it or hate it.  

Feeling awkward or nervous is a 
common ordeal for many people. Is 
this you? Be rest assured you are not 
alone. A good starting point is fi nding 
someone you can strike a conversation 
with; through a smile, paying them a 
genuine compliment, fi nding common 

HOW WE GOT HERE
In 2016, eight civil servants on the Civil 
Service Local Future Leaders Academy 
recognised that the civil service had 
talented sta�  at junior grades, spotting 
the benefi ts of networking and learn-
ing opportunities. Drawing on the “Bril-
liant Civil Service” vision, their project 
created the Junior Leaders Networking 
Events (JLNE). The programme o� ered 
career development guidance to help the 
civil service identify, develop and retain 
a diverse cadre of talented sta�  at junior 
grades (AO-EO). Over a 12-month period, 
participants had the opportunity to build 
their peer networks, access support from 
senior leaders and develop strategies to 
enhance their career development. 

Over the years, JLNE continued to 
evolve and, following the Covid-19 pan-
demic, the team had to respond in an agile 
fashion to ensure JLNE activities could 
continue. In addition to their day jobs, the 
team adapted its o� er from four face-
to-face events (with 300 registrations) 
within the east, southeast and London 
region to a national o� er for an online au-
dience with 4,000+ registration across 21 
virtual bite-sized sessions. Pivoting online 
meant JLNE could be accessible to a more 
regionally diverse cadre of colleagues. 

Evaluations show 80% of attendees had 
done something di� erently based on their 
participation. Ten percent also reported 
promotions, increased confi dence, clearer 
goals and professional growth.

JLNE has impacted colleagues across 
14 departments and several agencies, 
thus ensuring our junior talent in the civil 
service is retained, and that junior sta�  
have access to developmental opportuni-
ties and feel valued.  

Feedback from the JLNE community 
demonstrates this. As one JLNE member 
put it: “The biggest impact this group had 
on me, and others, is its commitment to 
supporting and lifting the aspirations of 
junior leaders across the civil service. It pro-
motes camaraderie, knowledge-sharing and 
openness in a relaxed and trusted environ-
ment. With the knowledge and confi dence I 
gained, I looked for promotion options and 
in February 2021 gained my HEO.”

Senior civil servants also see the value. 
According to Bernadette Thomson OBE, a 
former deputy director at the Department 
for Levelling up, Housing and Communi-
ties: “This is an invaluable forum giving 
the opportunity for senior leaders to 
inspire the pipeline and pay forward.”

ground, ask an interesting question 
or for help. Then listen. Don’t forget 
to keep in touch and do thank them. 

Consider practicing your elevator 
pitch – a brief speech on who you are, 
what you do and plan to do. It is usually 
succinct, and you should aim to deliver 
this in sixty seconds. Love networking? 
Do remember to look out for anyone look-
ing uneasy and step in; share your knowl-
edge, invite them to join your conversa-
tion or introduce them to your network.

Good luck! 

JLNE has come this far based on the 
support of our dedicated volunteers, 
senior leaders and cross-government 
sta�  networks. We are looking to grow 
our award-winning team and expand 
our o� er. Can you commit a few hours a 
month, help with one-o�  events, or join 
our steering group? If so, email us at 
Funke.Oham@homeo�  ce.gov.uk with 
your name, department, what you can 
o� er JLNE and what you hope to gain.

 1  Nafesa Salah-ud-Din, Cabinet O�  ce
 2  Jane Fowler, HMRC
 3  Paul Kett, Director general, skills 

group, Department for Education
 4  Sandra Hutchinson, HMRC
 5  Funke Oham, Home O�  ce
 6  Maria Lawson, partner, Baringa
 7  Tricia Hayes, second permanent 

secretary, Home O�  ce

SCHMOOZE
76

54

3

2

1
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Special 
Delivery

With big savings 
and a better citizen 
experience up for 
grabs, the NAO’s 
Alec Steel o� ers 

practical advice on 
using information 

to improve 
service delivery

Delivery

FEATURE  ❯  SERVICE PERFORMANCE
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I recently renewed my passport. 
Within six days I had my freshly 
inked passport and was ready to 
travel. Contrast with headlines 
from 2022 when the media warned 
of delays and backlogs. It got me 

thinking. Perhaps demand for passports 
had dropped? Maybe the Passport Of-
fi ce’s performance information told it what 
problems to fi x? Did it radically change 
the service? Maybe I just got lucky?

What it does tell me is that managing 
and improving government services is 
a complicated, tricky task. Whether it be 
people applying for a passport, benefi ts, 
business grants or people using A&E 
departments in hospitals, each service 
has its own challenges. But the service 
provided is where policy intent becomes 
reality. It is what people experience and 
how they get the help they need. So get-
ting the service right, and improving 
it, makes a real di� erence to people.

But it is not easy. For a start, government 
cannot just provide services for those with 
the simplest and easiest needs to meet. A 
one-size-fi ts-all approach which works for 
the majority can impact vulnerable people 
the most. On top of this, government organi-
sations are feeling the pressure on public 
fi nances. That pressure is not going away 
and there is a huge fi nancial prize. Govern-
ment expects to spend around £400bn in 
each of the next three years on providing 
services, grants and administration. Even 
small changes have the potential for signifi -
cant fi nancial savings and service impact.

It can be tempting to look at service 
improvement and e�  ciency purely through 
your own organisation’s lens. Having 
fewer people, stopping services or doing 
what seems right in your organisation’s 
eyes. But what happens after you make 
that one-o�  saving and start having to 
deal with unintended knock-on e� ects 
with problems, added demands and extra 
costs from elsewhere? How do you make 
sure you don’t push problems in other 
areas or delay dealing with them to an-
other time? How do you improve services 
and reduce costs in a sustainable way?

Government can achieve that if it 
improves the quality of services by chang-
ing how it provides them. That helps 
reduce cost and improve e�  ciency. You 
spend less time fi xing problems or do-
ing workarounds. Or, worse still, con-
tinuing with sticking plaster measures 
for so long that they become the norm.

In my role at the NAO I have worked 
across government seeing how services 
work and the challenges that people are 
dealing with. Our current series of good 

practice guides on improving services is our 
way of sharing that insight with government.

There are three basics that government 
struggles with: understanding demand, 
using information to improve performance 
and systematic improvement. Get these 
fundamentals right and you will know what 
work is coming, spot when things are going 
right or wrong, and make changes that help 
you meet service challenges. Doing that well 
has to be part of how organisations work 
all the time, so you can manage the service 
in an informed way. It is not just for when 
there are backlogs or fi nancial pressures.

Take using information to improve 
performance. That is about understanding 
how the service is performing and decid-
ing what to change, why and how. You need 
the right information, in all parts of the 
service, to know if performance is going in 
the right direction. Without that insight you 
can make changes, but that is not the same 
as improving. So what does using informa-
tion to improve look like in practice?

First, start measuring what matters 
to the people that use your service. That 
seems obvious and simple. But you need to 
accept that what matters to you can be quite 
di� erent from what matters to the people 
using your service. What people think of 
your service and what they experience 
is often unseen. To demonstrate, in 2020 

HMRC was dealing with unprecedented 
levels of customer complaints about PAYE. 
It discovered customers felt uneasy be-
cause of a lack of visibility on what was 
happening with their complaint. HMRC 
then introduced SMS messaging to update 
customers on progress, which reduced the 
number calls chasing progress by 18% and 
improved customer satisfaction by 7%.

Second, understand the reasons for 
service performance. Knowing you have not 
provided a service on time is one thing, but 
you need to know why, otherwise any chang-
es you make are guess work. The Depart-
ment for Education created a way to predict 
expected timeliness of responses to Parlia-
mentary Questions. It identifi ed from its 
case management system what it needed to 
do by when to answer a Parliamentary Ques-
tion in time. This predictive measure of ex-
pected timeliness allows them to o� er sup-
port when it is needed and train teams on 
how to improve the speed of their responses.

Third, give people providing services 

the skills to use performance information. 
That needs capability in analysing data, 
such as how to spot signals from noise in 
performance data, and a working environ-
ment that encourages curiosity and learning. 
Trying new ideas and learning from that 
should be the norm. You might not have all 
the information you would like, but simple 
insight can help you decide how to change. 
For example, how often do people provide 
everything you need to complete a process 
step? Team conversations about perfor-
mance information also need to be future 
focused. What questions do people ask 
about performance? Are they about output 
and what has happened or, more helpfully, 
about the why behind performance, qual-
ity of work and ideas on how to change?

Of course, using information to improve 
performance is only one part of the puzzle 

for improving services. Being 
good at it in isolation has limited 
impact. Improving service needs 
you to integrate capability in 
using information with under-
standing demand and system-
atic improvement, the two other 

guides in our series. Getting these three 
areas right is not easy – but the size of the 
prize is worth it. And maybe a week to renew 
a passport will be the new norm one day. 

Alec Steel is the head of operational 
management at the National Audit O�  ce 

Download the NAO’s  guide to 
improving services by using 
information here: bit.ly/3XmG2B1

the skills to use performance information. 
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ment for Education created a way to predict 
expected timeliness of responses to Parlia-

case management system what it needed to 
do by when to answer a Parliamentary Ques-
tion in time. This predictive measure of ex-
pected timeliness allows them to o� er sup-

how to improve the speed of their responses.

“You need to accept that what 
matters to you can be quite 
diff erent from what matters to 
the people using your service”
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A ‘perfect storm’ of factors 
helped create a significant 
backlog of information-
access complaints – but 
the data watchdog has a 
plan to improve. Katherine 
Hapgood takes a closer look

For an “incredibly basic” and 
routine public records re-
quest, Gavin Freeguard found 
it troublesome to obtain the 
information he required.

Four months after submitting a re-
quest to the Cabinet Office for the list of 
members on committees, Freeguard – a 
freelance consultant specialising in data 
and policy, and an experienced Freedom of 
Information requester – received a refusal. 

He questioned the grounds of refusal, and 
the Cabinet Office’s reasoning changed 
several times. Freeguard eventually gave 
up and did not file a complaint with the 
Information Commissioner’s Office, the 
UK’s independent regulator for data 
protection and information rights law.

Experts and frequent requesters have 
noticed increasing challenges with FOI 
requests, exacerbated by the pandemic.

Jon Baines, senior data protection 
expert at law firm Mishcon De Reya, 
said that, “in the last 10 years, govern-
ment departments especially realised 
that they didn’t have to comply, because 
there was no risk of non-compliance, 
no risk of enforcement action”.

He added that the ICO “has not been 
robust enough, it’s been too tolerant of lack 
of compliance by public authorities, there’s 
been an unwillingness to take enforce-

ment action or to use enforcement powers 
available to the information commissioner, 
but coupled with that, there has been a 
sort of ebb and flow where the information 
commissioner has built up a huge back-
log of [complaints] cases to deal with”.

A government spokesperson said: 
“This government remains fully com-

mitted to its transparency agenda, 
routinely disclosing information 

beyond its obligations under 
the FOI Act, and releasing 
more proactive publica-
tions than ever before.”

Transparency tribulations
Last year, the ICO ran a 
consultation seeking feed-
back from the public on how 
it handles and prioritises 
information complaints. It is 
looking for ways to improve 
Freedom of Information 
casework services so infor-
mation rights work more 
effectively than at present.

“The present system 
means cases are taking 
a long time to complete, 
which ultimately hinders the 
delivery of effective trans-
parency and open govern-
ment,” the watchdog said.

Part of the problem is 
that the ICO still partially 
delivers the same service as 
in 2005, when information-

access rights came into effect, according to 
Warren Seddon, ICO director of FOI and 
transparency. Over those 17 years, how-
ever, there has been a “pretty significant 
increase” in the number of the complaints. 

At the same time, according to Free-
guard, requesters have also become 
more sophisticated in the last 17 years, 
so requests are more complicated.

This has led to a perfect storm situa-
tion, with limited funding, a higher FOI 
caseload for the ICO and what the regula-
tor itself describes as an “increased need 
to support stretched public authorities”.

Baines said that for those seek-
ing support from the ICO in ensuring 
public bodies fulfil their transpar-
ency obligations, the last three or for 
years have been particularly bad.  

“If you had made an FOI request 
to a public authority, and you wanted 

Information overload
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a determination from the information 
commissioner, which is your statu-
tory right – their statutory obligation 
– at one point there was a 12-month 
waiting list before they would even 
pick a case up to look at it,” he said.

Priority cases
The ICO has set criteria for the consul-
tation – which closed on 19 December 
– including questions regarding the 
public-interest value of FOIs, the effect on 
vulnerable groups, and operational benefits.

“What we’re talking about is an im-
proved quality of service for everyone,” said 
Seddon. “There will also be more strin-
gent deadlines set for prioritised cases.”

The proposed changes would mean the 
ICO will attempt to allocate priority cases 

within four weeks and complete 90% of all 
cases within six months, including com-
plaints made under the FOI Act and the 
Environmental Information Regulations.

However, this prioritisation 
does not mean predetermina-
tion of the outcome of cases in 
the system. According to Sed-
don, caseworkers will facilitate 
objective decision making.

“The criteria are fairly 
straightforward and easy to inter-
pret, and we also have really ex-
perienced caseworkers who have 
been doing this for a long time, 
and when new caseworkers come in, we 
have buddy systems and mentor systems 
that we set up to help people understand.”

Currently, the ICO is working through 

a case backlog from during the pandemic, 
which decreased by 2,100 over the summer 
to 1,500 in December last year, with a goal 
of 1,000 by March. After clearing out most 

of this backlog, the ICO will implement 
the prioritisation plan, including consulta-
tion input. Seddon said the ICO plans to 
do this within their existing resources.

“This isn’t about needing more resourc-
es now, this is about using the resources 
that we do have as effectively as possible.”

Clearing the backlog
This consultation on prioritising ac-
cess was one of the first outcomes of 
ICO25, a three-year plan from the ICO 
which has four set objectives: safe-
guard and empower people; empower 
reasonable innovation and sustainable 
growth; promote openness and trans-
parency; and continuously develop the 
ICO’s culture, capacity and capability.

The consultation aimed to address 
the ICO’s ‘openness and transparency’ 
objective. The proposals are an attempt 
to mitigate current issues in the system 
while the ICO works through the case-
load backlog, bring response times down 
and “improve the performance of public 
authorities”. The ICO resolves more 
than 6,000 FOI complaints each year.

According to Freeguard, the pri-
oritisation proposal shows that the 
ICO is “starting to grip the vari-
ous problems around FOI”.

The improvements in recent months 
include a “considerably shorter time in the 
allocation of cases”, soft-enforcement ac-
tion and practice recommendations issued 
to some public authorities, Baines said. 
He gives much of the credit to new UK 
information commissioner, John Edwards, 
who began his term in January 2022.

“In the last few months more 
definitely seen a more proactive and 
positive approach from ICO and 
the government,” Baines said. 

“The ICO has been too tolerant 
of lack of compliance by public 
authorities, and there’s been 
an unwillingness to take 
enforcement action or to 
use the powers available”
Jon Baines, Mishcon de Reya

2005

6000

90%
Four 
weeks

Year in which 
information-access 
rights came into effect

Number of FOI complaints 
resolved by the ICO each year

Proportion of 
complaints the 
regulator aims 
to close within 
six months

Timeframe in 
which priority 
cases will be 
assigned, under 
ICO proposals

34-36 CSW322 PT MT.indd   3534-36 CSW322 PT MT.indd   35 18/01/2023   14:58:1218/01/2023   14:58:12



36  |  January 2023  |    |  civilserviceworld.com

❯ DIGITAL & DATA Edited by 
Sam Trendall

Produced in association with CSW’s sister title PublicTechnology

DIGITAL & DATA  ❯ NEWS

Red team security unit to 
test departmental defences

HMRC in-house IT firm will 
transfer to BT in £50m deal

A dedicated Government Security 
Red Team is assessing departmen-
tal defences with exercises in which 

external experts are conducting digital 
and in-person reconnaissance and at-
tempting to exploit vulnerabilities found.

Common in the worlds of cybersecu-
rity and defence, the role of red teams is to 
better understand the effectiveness of an 
organisation’s defences by mimicking at-
tackers or other hostile actors. Red-teaming 
exercises can often involve not just cyber 
penetration testing to analyse IT security 

H
M Revenue and Customs has signed a 
potential £50m deal with BT that will 
see the telecoms firm take over the 

long-term delivery of services currently 
provided by RCDTS Ltd – the depart-
ment’s soon-to-close in-house IT provider.

Staff from RCDTS will become em-
ployees of BT under TUPE regulations, a 
process which the tax agency has pledged 
will be accompanied by a “full and open 
consultation” with those affected.

Recently published commercial docu-
ments reveal that HMRC entered into an 
initial four-year contract with BT on 25 

systems but also social engineering and 
in-person spying, as well testing physical 
security measures, such as locks and gates. 

The Cabinet Office-based Government 
Security Red Team – known as 
GSRT or referred to as OPEN 
WATER – recently signed a 
six-month £150,000 deal with 
specialist supplier Cerastes, 
which will support the provi-
sion of “physical penetration 
exercises” targeted at three 
Whitehall departments.

These will involve a process of collect-
ing open-source intelligence (OSINT) and 
conducting in-person reconnaissance on 
each of the trio of target organisations. The 
aims of this information-gathering include 
“identifying vulnerabilities and exploit-
able information and/or pattern of life” 
details. This intelligence will then be used 
in “attempting to gain access based on the 
findings of OSINT and reconnaissance”. 

“If access is successfully gained, then 
the supplier will be executing the scenarios 
as agreed between GSRT and target depart-
ment and, in addition, looking for other 
opportunities for compromise which may 
not have been previously identified and to 
be agreed between the supplier, the GSRT 
and the department as the testing progress-
es,” according to commercial documents.

Cerastes will be expected to provide 
Cabinet Office security officials with a 
“detailed report… including recommenda-
tions for remedial actions to be considered 

for implementation by the department”.
It is not known which departments 

may be targeted or the extent to which 
they may be forewarned – although the 
text of the contract suggests that the 
GSRT will reach some kind of agreement 
with the agencies in question concern-
ing the proposed testing “scenario”. 

The Cabinet Office indicated that it 
did not comment on security matters. 

“If access is successfully gained, 
then the supplier will be looking 
for other opportunities for 
compromise which may not have 
been previously identified”

November. If the engagement, 
which covers managed net-
work services, is extended to 
its full potential term of seven 
years, this figure will increase to £48.6m.

The suite of services covered has previ-
ously been delivered by RCDTS Ltd, a 
government-owned company that, for the 
last seven years, has been dedicated to pro-
viding HMRC with IT services.  It was an-
nounced last year that the firm, which was 
established to help the tax agency migrate 
away from major long-term outsourced IT 
contracts, is to be shut down by the end of 

the 2022/23 fiscal year.
The department 

indicated that all 750 staff 
of the government-owned 
company will either be-
come HMRC employees 
or be transferred to com-
mercial firms taking over 
delivery of services – as is 
the case with the BT con-
tract. Once all such trans-
ferrals have been conclud-
ed – a process which the 

department said is “already well underway” 
– RCDTS Ltd will be formally wound up.

An HMRC spokesperson said: “We 
confirmed for the RCDTS networks team 
that, subject to consultation, they will 
transfer under TUPE with their work to 
BT. We are committed to full and open 
consultation with colleagues and all af-
fected parties, as well as supporting our 
people through any potential change.” 
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Shona Dunn
Second Permanent 
Secretary, Department of 
Health and Social Care

“It has been a huge privilege to 
work with colleagues across the 
Civil Service to review more than 
1,000 nominations. Every year I 
am moved by the dedication and 
ambition of civil servants who 
continue to deliver excellence.”

Introduction
The Civil Service Awards offer the opportunity 
to recognise and celebrate the wealth of 
inspirational individuals and innovative 
projects within the Civil Service. 

Nominations for the 2022 programme opened on 8 June 
and closed on 29 July, and we received a staggering 1,144 
nominations. Sifting panels were conducted throughout 
August and September to whittle down the nominations 
in each category. Panels were chaired by their respective 
Category Champions, and panel members consisted of 
stakeholders and individuals selected either due to their 
skillset or their membership in a profession or network. 

Our Awards Champion, Shona Dunn, and her final 
judging panel then selected the top 3 finalists for each 
category, forming the official shortlist for 2022. 

On Thursday 8 December, 300 guests attended the 
glorious halls of Lancaster House for the 17th annual 
Civil Service Awards ceremony. Welcomed by vocals 
from the Civil Service Choir, it was a night to remember 
as we celebrated the fantastic finalists and announced 
the winners of each category. Whether you were 
nominated, shortlisted or one of our winners – it really 
is an achievement you should be incredibly proud of.  

The Civil Service Awards Team 

Meet our 
Champions 
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Rizwan Ahmed 
2021 Civil Service Award winner 
of the Prime Minister’s Award 
for Exceptional Public Service

Madeleine 
Alessandri CMG
Permanent Secretary, 
Northern Ireland Office

Sam Beckett
Second Permanent Secretary, 
Office for National Statistics 
and Deputy Chief Executive 
Officer, UK Statistics Authority 
and Joint Head, Government 
Economics Service 

Simon Case 
Cabinet Secretary and 
Head of the Civil Service 

Alex Chisholm
Civil Service Chief Operating 
Officer and Permanent 
Secretary, Cabinet Office

Jo Farrar
Second Permanent Secretary 
and Chief Executive Officer, 
HM Prison & Probation 
Service, Ministry of Justice
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Tamara Finkelstein    
Permanent Secretary, 
Department for Environment, 
Food and Rural Affairs

Dame Elizabeth 
Gardiner 
First Parliamentary Counsel 
and Permanent Secretary, 
Government in Parliament 
Group, Cabinet Office

Sue Gray 
Second Permanent 
Secretary, Cabinet Office

Jim Harra 
First Permanent Secretary 
and Chief Executive, HM 
Revenue and Customs

Tricia Hayes CB
Second Permanent 
Secretary, Home Office

Sarah Healey
Permanent Secretary, 
Department for Digital, 
Culture, Media and Sport
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Paul Kett
Director General, Skills Group, 
Department for Education 

Dr Rannia Leontaridi 
OBE FRSA
Director General, Aviation, 
Maritime and Security, 
Department for Transport

Cat Little
Non-Executive Director and 
Head of the Government Finance 
Function and Second Permanent 
Secretary, HM Treasury

Myrtle Lloyd
Director General, Customer 
Service Group, HM 
Revenue and Customs

Emran Mian  
Director General, Regeneration, 
Department for Levelling Up, 
Housing and Communities

Mel Nebhrajani CB
Director General, Employment 
with Economic Recovery and 
UK Governance Directorate, 
Government Legal
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Vijay Rangarajan
Director General, America, 
Afghanistan, Pakistan, Middle 
East, Overseas Territories and 
India, Foreign, Commonwealth 
& Development Office

Antonia Romeo
Permanent Secretary, 
Ministry of Justice 

Jaee Samant
Director General, Public 
Safety Group, Home Office

Peter Schofield
Permanent Secretary, 
Department for Work 
and Pensions

Ceri Smith
Director General, Strategy 
and Investment, Department 
for International Trade

Sir Patrick Vallance
Government’s Chief 
Scientific Adviser, Head of 
the Government Science and 
Engineering Profession and 
National Technology Adviser
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NHS COVID Pass Programme
Department of Health and Social Care

The NHS COVID Pass continues to be a critical tool for guiding the UK out of the pandemic and helping citizens 
return to a more normal way of life, unlocking international travel for work, pleasure and reuniting families 

and friends. Despite extreme time pressures, the service was delivered on budget and ahead of schedule, 
including supporting services such as a letter service for those with limited or no digital access. The NHS 

COVID Pass propelled the NHS app to be the most downloaded app in 2021, encouraging expansion of 
NHS digital services, leading a c700% increase in those using the app to access other health services. 

Recognising those who have used their skills and expertise in 
a range of fields to deliver exceptional outcomes for citizens 
and made a tangible positive difference to people’s lives.

Excellence in Delivery Award
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Proud sponsors of the

Civil Service 
Awards

Congratulations to all those nominated, the 
finalists and to the winners of the Civil Service 
Awards 2022.

We are proud to work with such inspirational 
people in Government. We see how every single 
civil servant plays their part to create lasting 
impact for citizens, businesses and the whole 
of the UK.

As a Certified B Corporation®, we’ve proven that 
we’ve built social and environmental good into 
every bit of what we do. And we love sharing that 
passion with Government and working together 
to solve the most complex of challenges.
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Junior Leaders Networking Events (JLNE) Team
Cross-Government

The Junior Leaders Networking Events (JLNE) team has shown remarkable commitment and 
made tremendous achievements through intentionally developing, strengthening and building the 

capability of cross-government junior colleagues (AA-EO) over the last three years. In the context of 
the pandemic, and completely in addition to their day jobs, they have adapted their offer to deliver 

online and beyond their initial audience within the East, South East and London (ESEL) region. JLNE 
has impacted colleagues across 14 departments and several agencies, thus ensuring that our Civil 

Service junior talent is retained, have access to developmental opportunities and feel valued. 

Recognising excellence across learning, skills development, 
strengthening capability, and talent management, or 
demonstrating a highly effective contribution to promoting or 
improving health and wellbeing within the Civil Service.

Developing and                 
Supporting People Award
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Delivering cutting-edge events 
to keep you fully informed about 
changes in the rapidly evolving 
Diversity & Inclusion landscape.

Empower yourself and others by learning 
vital skills and insight to advance cohesion, 
productivity and wellbeing within your 
organisation.

Championing 
Diversity, 
Accelerating 
Inclusion

To view our upcoming event 
schedule, please visit: 

www.dodsdiversity.com

24th January 2023 – London8th December 2022 – London
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Servicewomen’s Health Improvement Focus Team (SHIFT)
Ministry of Defence

The House of Commons Defence Committee’s report into ‘Women in the Armed Forces’ highlighted health and 
wellbeing (HWB) challenges our Servicewomen face that have an enduring personal effect on them and impact 

their ability to achieve their full potential in Defence and on Operations. SHIFT brought together Whole Force 
expertise in HWB, healthcare, human performance research, training, information, and communications to deliver 

an ambitious project within six months. The team’s tireless dedication saw them delivering improvements for 
Servicewomen in all aspects of their HWB, especially menopause, breastfeeding, urination and menstruation, 
supported by a campaign to demystify women’s health and educate the Chain of Command and colleagues. 

Recognising those who work to embed diversity and inclusion, driving 
positive change for our colleagues and making the Civil Service a 
model, open and transparent employer to better serve the public.

Diversity and Inclusion Award

Delivering cutting-edge events 
to keep you fully informed about 
changes in the rapidly evolving 
Diversity & Inclusion landscape.

Empower yourself and others by learning 
vital skills and insight to advance cohesion, 
productivity and wellbeing within your 
organisation.

Championing 
Diversity, 
Accelerating 
Inclusion

To view our upcoming event 
schedule, please visit: 

www.dodsdiversity.com

24th January 2023 – London8th December 2022 – London
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Proud sponsor of the ‘Best Use
of Data and Technology’ Award

At TCS we go beyond helping businesses transform through technology.
We help make a meaningful difference.
Translating aspiration into reality.

Visit tcs.com

Congratulations to the shortlisted teams.
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Team Phoenix
Department for Work and Pensions

DWP Digital has delivered a new Passport Benefit Checking Service that enables NHS Pharmacies 
across England to perform a real-time DWP benefit check, at the point of dispensing the medication. 
This provides confirmation that an individual is entitled to free prescriptions based on their benefit. 
Working in close partnership with NHS colleagues, the service was piloted initially in the North East 
of England and has now been rolled out nationally, not only saving the NHS c£240 million a year in 

administration costs but also ensuring citizens don't incorrectly pay for their medication.

Recognising excellence in the application of data or digital technology to 
solve problems or improve things; celebrating people whose commitment 
to technological improvements creates measurable outcomes.

Best Use of Data and 
Technology Award

Proud sponsor of the ‘Best Use
of Data and Technology’ Award

At TCS we go beyond helping businesses transform through technology.
We help make a meaningful difference.
Translating aspiration into reality.

Visit tcs.com

Congratulations to the shortlisted teams.
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Antivirals and Therapeutics Taskforce
Department of Health and Social Care

This nomination recognises the exemplary use of scientific evidence by the Antivirals and Therapeutics Taskforce 
(ATTF) and its delivery partners, most notably the NIHR, to identify potential COVID-19 therapeutics, trial them as 

part of an advanced programme of clinical trials and deploy safe and effective treatments to UK patients. The ATTF 
used robust scientific evidence collected through horizon scanning for evidence of safety and efficacy generated 

by UK and global clinical trials, to make decisions about compound prioritisation, procurement and deployment 
to patients. As a result, the ATTF rapidly identified and made available nine COVID-19 treatments to UK patients.

Championing and using the best scientific insights available 
(including from academia and outside institutions) to 
support innovative policy design and delivery.

Science and Innovation Award
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Russia/Ukraine Economic Analysis Team
Foreign, Commonwealth and Development Office

In 2022, economists in the FCDO responded to the unprecedented demands of the Russia / Ukraine crisis 
with a huge surge in resource, cross-team working and innovative use of data and analysis techniques. The 

team delivered outstanding analysis that shaped UK policymaking in real time on the full range of Russia 
and Ukraine issues and remains ongoing to shape policymaking as the conflict continues. The analysis 

was shared widely with international partners, helping secure UK objectives and building credibility

Recognising development in the areas of evaluation and analysis 
for improved insights and to better inform our work.

Evaluation and Analysis Award
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Birmingham 2022 Commonwealth Games
Department for Digital, Culture, Media and Sport

Despite having only 4.5 years instead of the usual 7, despite some of the wettest winters and hottest 
summers on record, despite the global pandemic; and despite global supply chain and workforce 
challenges, the Birmingham 2022 Commonwealth Games Delivery Unit have worked tirelessly - 

across HMG and the Games partner organisations - to deliver a Games that was under budget, on 
time, and with a record attendance for any Commonwealth Games held in the UK. Birmingham 2022 

was a global spectacle, a mega event that will leave lasting benefits for the city, region and UK.

Recognising skilled programme, project or portfolio management 
to deliver complex work to a high standard, in line with the 
Government Functional Project Delivery Standard.

Project Delivery Award
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Cost of Living Payments to low income and disable benefit claimants
Cross-Government

In just 7.5 weeks, a cross-government policy, legal, analytical, communications and project team (from 
HMT,HMRC,DWP,MoD,OPC,GLD and DAs) designed the Cost-of-Living payment policy and delivered primary 
legislation enabling payments worth £15bn to be paid to 8million low-income families and 6million disabled 

people. The team worked collaboratively to problem-solve, meet time-critical deadlines, deliver objective policy 
advice, and produce legislation and complex delivery mechanisms to pay claimants across multiple benefit 

types. This project has significant national impact by delivering financial support to the most vulnerable citizens 
across the UK. By 22 July, 7.2million payments had been made to 99% of eligible low-income, DWP-benefit 
claimants and 1.2million HMRC payments were made to eligible tax credit claimants in early September.

Recognising excellent collaboration that spans the boundaries between 
administrations, government departments, agencies and bodies.

One Civil Service Award

CSA 2022 - Shortlist Winners - 230x300 - V1.indd   19CSA 2022 - Shortlist Winners - 230x300 - V1.indd   19 13/01/2023   14:32:3013/01/2023   14:32:30



Connected, sustainable infrastructure enabling
people and the planet to thrive

Connected, sustainable infrastructure enabling

Proud sponsors of the Productive 
Partnerships award

Digital
advisory

Digital products 
and services

Digital 
integration

www.costain.com
Civil Service Awards - Advert.indd   1 12/10/2022   11:55CSA 2022 - Shortlist Winners - 230x300 - V1.indd   20CSA 2022 - Shortlist Winners - 230x300 - V1.indd   20 13/01/2023   14:32:4213/01/2023   14:32:42



Connected, sustainable infrastructure enabling
people and the planet to thrive

Proud sponsors of the Productive 
Partnerships award

Digital
advisory

Digital products 
and services

Digital 
integration

www.costain.com
Civil Service Awards - Advert.indd   1 12/10/2022   11:55

@UKCivilService #CSAwards  www.civilserviceawards.com | 21

SUPPORTED BY

CEOP 
National Crime Agency

This nomination is for the excellent collaboration between NCA officers and BAE Systems Ltd working in 
partnership with our international partners to tackle child sexual abuse (CSA). Officers from the NCA, BAE 
data analysts and BAE data architects worked together in a blended team to develop tooling that assisted and 
continues to assist, in the identification of CSA offenders globally. The intelligence gained from this tooling has 
enabled the safeguarding of hundreds of children across the world. It has also provided novel insight into the use of 
the internet in CSA offending, which is being used to influence industry partners and reduce offending worldwide.

Recognising those who successfully build, maintain and make 
the most of strong relationships between organisations 
across different sectors (public, private and third).

Productive Partnerships Award
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Proud sponsors of the 
Civil Service Awards.
Many congratulations to all those shortlisted 
and this year’s winners. We’re honoured to have 
worked alongside some of the nominees to 
deliver measurable impact for staff and citizens.

About Newton

We partner with government to deliver and embed change which 
guarantees to measurably improve outcomes, ways of working 
for staff, and the financial sustainability of the public sector. We 
believe in our approach, and therefore make our contracts totally 
accountable to our clients and the taxpayer by putting 100% of 
our fees at risk against the delivery of outcome-focussed results.

www.newtoneurope.com
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Tassie Ghilani
HM Prison and Probation Service

Tassie has battled extreme adversity in her life, with experience of both the care and criminal justice 
systems. She joined MoJ in June 2021 via the GFIE scheme to improve life chances for those leaving prison 
and demonstrated exceptional policy aptitude and leadership in her work to improve outcomes for prison 

leavers. Her tremendous potential has been recognised by her securing a permanent appointment on 
promotion, and she now leads work to improve experiences and outcomes for prison leavers across MoJ.

Recognising the potential of someone in the first 
five years of their Civil Service career.

Rising Star Award
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Sara Rathore
Home Office

The Home Office Liaison Officer Team was formed at pace in response to Operation Pitting, the 
largest UK military evacuation since the Second World War, during which HMG evacuated c15,000 
individuals to the UK. These individuals were a combination of British nationals and their families, 

and Afghans eligible for relocation under the Afghan Relocation and Assistance Policy (ARAP) having 
worked alongside British forces and other HMG teams. Sara Rathore was identified as an exceptional 

civil servant, transferring from her DHSC role as incident lead, managing NHS supply incidents and 
supporting Managed Quarantine Services, to build dynamic Home Office operational capability.

Recognising individuals who have demonstrated 
outstanding leadership, regardless of grade or role.

Cabinet Secretary’s 
Outstanding Leader Award
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COP26 Unit
Cabinet Office

The COP26 Unit delivered the largest multilateral political event the UK has ever hosted, during a 
pandemic, reaching agreement among all 196 countries on ambitious action on a global existential 

issue. This entailed a massive logistical operation to safely gather 38,000 delegates in Glasgow 
including 120 world leaders, a bespoke global vaccination programme, leadership of the most complex 

multilateral negotiations process, and a series of initiatives to drive urgent practical action. The result - the 
historic Glasgow Climate Pact agreed by all countries, and more than 150 enhanced national pledges 

- accelerates action to reduce emissions, improve resilience and mobilise finance worldwide.

Recognising exceptional achievement from a 
programme anywhere across the Civil Service.

Programme of the Year Award
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Clarice Pettit 
Ministry of Defence  

Clarice has made an outstanding contribution to Task Force Kindred (TFK) since it was established in response 
to Russia’s invasion of Ukraine. TFK leads the provision of all UK military aid to the Armed Forces of Ukraine. 

Clarice volunteered for TFK in the early, hectic days of the conflict and quickly brought order to the team. She 
has led a variety of essential projects including: the policy and planning required for gifting essential UK defence 

equipment to Ukraine; working with partners across government to orchestrate an unprecedented global 
search for equipment and ammunition; and co-ordinating the highly sensitive delivery of a shipment of tens of 

thousands of rounds of artillery ammunition which AFU directly credit for facilitating their offensive to retake 
Kharkiv. Through all of this Clarice has brilliantly modelled the best of the Civil Service, demonstrating a total 

commitment to public service and astonishing capacity and work ethic which inspires those around her. 

Recognising someone at Grade 6 or below who has performed 
exceptionally, going above and beyond the call of duty to make a 
tangible difference to our nation and the lives of its citizens.

Prime Minister’s Award for 
Exceptional Public Service
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Follow us and join the conversation  
@UKCivilService #CSAwards

Congratulations 
to our winners!

Organised by: Media partner:Event by:

With thanks to our sponsors
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