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A recap of
things past
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On end-to-end service design 
for whole services
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What we will do by 2020
[…]
● design and deliver joined-up, 

end-to-end services

“

https://www.gov.uk/government/publications/government-transformation-
strategy-2017-to-2020/government-transformation-strategy
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A whole service is everything the 
user and government needs to do to 
achieve an outcome

“

https://gds.blog.gov.uk/2018/04/04/what-do-we-mean-when-we-talk-about-services/
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A whole service is:
end-to-end: from when the user 
starts trying to achieve a goal to 
when they finish […]

“

https://gds.blog.gov.uk/2018/04/04/what-do-we-mean-when-we-talk-about-services/



#StrongDesign#StrongDesignhttps://gds.blog.gov.uk/2018/04/04/what-do-we-mean-when-we-talk-about-services/
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When we talk about a service, we 
mean all the things that government 
collectively provides to deliver an 
outcome for all of its users, through 
any path a user takes to reach their 
goal.

“

https://services.blog.gov.uk/2024/09/25/how-government-defines-a-service/
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What we mean by an outcome
An outcome is made up of 2 elements:
● something a user actually needs or a 

goal they want to achieve
● something government has to deliver, 

like a new policy

“

https://services.blog.gov.uk/2024/09/25/how-government-defines-a-service/



#StrongDesign#StrongDesignhttps://services.blog.gov.uk/2024/09/25/how-government-defines-a-service/
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Where is the end-to-end 
service design in the public 
sector?



Who of you has 
successfully 
transformed a 
service end-to-end?

 HANDS, PLEASE     



How far 
did you get?

 TELL US     



What were 
your barriers?

 SHARE     



Why this matters



#StrongDesign#StrongDesignhttps://www.gov.uk/government/publications/state-of-digital-government-review/
state-of-digital-government-review
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Even where the public sector 
provides great digital services, 
users must join them up across 
disparate offerings. Someone moving 
home needs to contact 10 separate 
organisations.

“

https://www.gov.uk/government/publications/state-of-digital-government-review/
state-of-digital-government-review
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Managing a long-term condition or 
disability requires interaction with 
more than 40 services across nine 
different organisations.

“

https://www.gov.uk/government/publications/state-of-digital-government-review/
state-of-digital-government-review
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The average UK adult citizen spends 
a week and a half dealing with 
government bureaucracy every single 
year.

“

https://www.gov.uk/government/publications/state-of-digital-government-review/
state-of-digital-government-review
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£45 billion
per year of unrealised savings and 
productivity benefits

https://www.gov.uk/government/publications/state-of-digital-government-review/
state-of-digital-government-review



Why we think 
itʼs like this
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Why we think itʼs like this:
● siloed leadership and power structures
● narrow focus and short-termism
● changing leadership and tenure 
● incentives and funding
● legislative constraints
● distractions and other urgencies



So what?
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Not making end-to-end services 
happen means:
● failing people
● losing public trust
● wasting time and money



What can work?
What could work?



At your table, collect ideas and 
examples to work towards 
end-to-end services and to 
overcome the barriers.



STOP!



Provocations



What if we cannot 
have end-to-end 
services?



What if itʼs 
impossible?



Then, what are 
the alternatives?



124-all



Anything that influences 
the system to work differently.



→ 3 minutes by yourself

→ 6 minutes with your neighbour

→ 6 minutes in your half-table group



Share back



One example



Parental benefits
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Calculate parental benefits
↓
Apply for parental benefits
↓
Receive parental benefits

Family
benefits
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Creating 
a vision 
prototype

Calculating 
associated 
cost

Approach-
ing director 
of another 
unit in the 
dept

Talking to 
stakehold-
ers about 
changing 
the law

Proposing 
work on a 
key shared 
component

Doing 
a radical 
redesign of 
the paper 
form

Requesting 
API data 
access from 
other dept
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Whatʼs next?



Weʼll blog about 
this, your ideas 
and examples.



 Read more in the Service Gazette     



We are looking 
forward to talking 
to you!

Kara Kane
@karakane-kk.bsky.social

Martin Jordan
@martinjordan.com

Clara Greo
@claragt.bsky.social


