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Foreword

Britain’s public services
are in better shape than
ever before. In 1997,
we trailed international
competitors on both
investment and
performance. Today
services are radically
better. Crime is down
39%, with violent crime
down by 40%. Public satisfaction with the NHS is at
an all-time high. Over 70,000 more nurses are caring
for patients than 10 years ago, and long waiting times
have been virtually eliminated. In our schools, nearly
70,000 more young people a year are gaining five or
more good GCSEs.

These changes are no accident. They are due to
Britain’s outstanding public servants, our action to
close Britain’s public service investment gap — and
strong leadership from the centre. But the reality

is that we dare not stand still. The next few years
will present three big challenges for Britain’s public
services. As we help to build new industries and
create new jobs, we will need to give every citizen the
power to take advantage of the new opportunities
of the decade ahead. We will need to confront
long-term changes in British society as our citizens
age. And we will need to meet and exceed rising
expectations for services to be as convenient as the
private sector and personalised around citizens’
changing needs.

We can't address this future by cutting spending on
vital services. Vital targeted investment is part of our
strategy for creating growth in the economy, growth
that will help create prosperity, jobs and help deal
with the fiscal position. But as the Budget made clear
and those leading public services recognise, while
future projections are very uncertain, our pathway
back to fiscal balance will also involve a slower rate of
public spending growth in the years ahead.

We believe this demands a radical dispersal of power
to patients, parents and citizens and a drive to free
up the front line of public services. We have made
great strides in our work of repair, closing the historic
investment gap with health and education spending
up to the OECD average — and so innovation must
now become the key force of change in the years
ahead. In the next decade, we will need to be radical
about power; realistic about money; and relentless on
innovation.

That is why we conducted this study. It sets out
insights from the best examples of innovative services,
showing how to raise standards and provide greater
value for money.

We show how five key changes lie behind the ‘power
shift’ that is changing the relationship between
citizens and state, front line and the centre, around
the world:
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e using entitlements to put power in the hands of
users of services;

e transforming accountability of services through
real-time, highly local information, often delivered
digitally;

* incentivising the creation of tailor-made,
personalised services which citizens can shape;

e answering people’s ambition for prevention rather
than cure; and

e anew professionalism in front-line staff
and leaders.

Delivering this agenda is now under way. In our
recent strategy for Building Britain’s Future, we set
out a programme for empowering people with new
entitlements to high-quality education, health care
and policing. We aim to be world leaders in making
information on services accessible. As services are
scrutinised for ways to deliver greater value to the
taxpayer, we will learn from how the best services are
delivering higher quality at lower costs by reducing
the number of services trying to tackle the same
problems in partial ways. More than anything, we will
ensure that citizens and those who work on the front
line are able to drive greater innovation themselves.
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LIAM BYRNE
Chief Secretary to the Treasury and
Minister for Public Service Reform
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"In 1995 the tertiary education graduation level in the USA was 33% of the
population; this had grown to 36% by 2006. In Poland, graduation level
was 34% in 2000, and this had grown to 47% by 2006. In Denmark the
equivalent graduation level was 25% in 1995, and this had grown to 45%
by 2006. In the Netherlands the equivalent level was 29% in 1995, and this
had grown to 43% by 2006. Source: Education at a Glance, OECD, 2008.

2Budget 2009, HM Treasury, 2009.
3The Gershon Review has already generated savings of over £23 billion.

4The Department for Business, Innovation and Skills is working with other
government departments to support them in understanding how to promote
and enable innovation in public services.

>Wherever possible, we have included any efficiency savings resulting from
the international innovations we have highlighted. However, it should be
noted that not all countries start from the same baseline as the UK, so these
figures may not be exactly comparable to the UK context.
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7The Prime Minister has asked Tim Berners-Lee, the renowned MIT academic
who led the creation of the World Wide Web, to help drive reforms that will

get public information into the hands of citizens.
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12 performance Art, Institute for Government, 2008.

> Mulgan, G. and Bury, F. (eds) Double devolution: The renewal of local
government, 2006.

' Mooney A. et al. Early Years and Childcare International Evidence Project,
2003.

> The new universal childcare entitlement for three- and four-year-olds in the
UK works on a similar model, with the free entitlement being provided by a
mix of public and private providers.

'® A similar approach to guaranteeing a place in education or training for
those under 18, and apprenticeship places for every suitably qualified young
person, has just been announced in the UK.

7 Personal budget: Purchase your own care in eight steps, College voor
zorgverzekeringen (CVZ), 2005.

'8 Poelmans, M. ‘Reinventing public service delivery by implementing the
e-Citizen Charter” in Cunningham, P. and Cunningham, M. Expanding the
knowledge economy: Issues, applications, case studies, 2007.

9 Administrative redress: Public bodies and citizens, The Law Commission,
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20 See for, example, the Swedish Quality and Efficiency Reports highlighted in
chapter 3.

21 Chabra, S. Performance management case study: The Government of
Canada, Institute for Government, 2009.

22 For example, Australia’s Service Charter, 1997; Canada’s Service Standards
Initiative, 1995; France’s Service Charter, 1992; Belgium’s Public Service
Users’ Charter, 1992; Spain’s Quality Observatory, 1992; and Italy’s Charter of
Services, 1994.

2 Feinstein, L. and Duckworth, K. Development in the early years: Its
importance for school performance and adult outcomes, 2006; Effective
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study, Institute for Education, 2004.

4 Next steps for early learning and childcare: Building on the 10 year
strategy, HM Government, 2009.

5 Citizen redress: What citizens can do if things go wrong with public
services, National Audit Office, 2005.

%6 Citizen redress: What citizens can do if things go wrong with public
services, National Audit Office, 2005.

27 When citizens complain, Public Administration Select Committee, 2008.
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28 Measuring government service delivery in Canada: Performance under
pressure, Accenture, 2005.

29 See, for example, a recent independent review of redress in local
government, Getting it right, and righting the wrongs, Department for
Communities and Local Government, 2009.

3 Mapping the local government performance reporting landscape,
PricewaterhouseCoopers for Department for Communities and Local
Government, 2006.

31 When citizens complain, Public Administration Select Committee, 2008.
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services, National Audit Office, 2005.

3 Working together: Public services on your side, HM Government, 2009.
3 Building Britain’s Future, HM Government, 2009.
3 Office of Management and Budget, USA.

37 While it is clear that services users value high-quality advice and expert
knowledge provided by professionals, they also want to make decisions
for themselves — information will be required for citizens to make informed
decisions. See Real trends: Living in Britain 2008, Ipsos MORI, 2008.

38 Strategic challenges, Cabinet Office, 2008.

39 The proposed report cards will also recognise partnership working between
schools, and between schools and other partners; and place each school’s
outcomes in context so that fair comparisons can be made between the
performance of schools with different intakes and challenges.

40 Ofsted is looking to provide some information of this type on its website
by 2010.

41 Through Spain’s IDEE initiative, maps can be re-used for non-commercial
purposes (usually with no charge) and put on websites with authorisation
from the National Centre of Geographic Information. This authorisation can
be requested by fax or email and, on average, it takes two days to get a
response.














