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Lesson 1:  Find the right balance between 

planning and delivery……..

• Comprehensive Spending Review(1998) 
introduced:

– Three-year spending plans

– Separate capital and current budgets

– Resource accounting and budgeting

– Introduction of Public Service Agreements 
(PSAs)

• No mechanistic link between performance 
and resource allocation in Spending Review 
[OECD]



The Spending Review Cycle

• Spending Review process typically takes a year of preparation

• Three year Public Service Agreements (PSAs) developed with 

departments 

• Government priorities agreed early at Cabinet level

PERFORMANCE 

MEASURES 

AND BUDGETS 

SET IN 

PARALLEL

2005-06      2006-07       2007-08       2008-09       2009-10       2010-11

Year 1        Year 2        Year 3

SR2007

SR2007 

plans set
Preceding Budget 

sets top-down 

spending limits

Year 1       Year 2       Year 3

SR2004



Lesson 2: Make sure Priorities are Priorities

Comprehensive 

Spending 

Review (1998)

CSR 98

600 targets

First set of 

PSAs 

published

Spending

Review

2000

SR00

160 targets

Significant 

changes to 

CSR model

130 targets

Greater 

continuity, 

architecture 

refined

Spending

Review

2002

SR02

110 targets

Increased 

consultation, 

Introduction of 

standards 

focus on 

outcomes

Spending

Review

2004

SR04

A reformed 

framework:

Cross-govt PSAs 

with published 

delivery 

agreements

Objectives for all 

departments.

Emphasis on 

devolution and 

user engagement

Comprehensive 

Spending 

Review 

CSR07

30 PSAs



Four key reforms in 2007…

(i) Setting clear national priorities:
new set of corporate PSAs reflect genuine choices about 
priorities (alongside „business as usual‟ of government); 

(i) Strengthening accountability for delivery:
published Delivery Agreements clearly set out the level of 
ambition, strategy for delivery and role of all stakeholders;

(ii) Incentivising responsive public services:
PSAs underpinned by a small basket of indicators; targets 
only where appropriate;

(i) Empowering communities and citizens:
giving citizens greater access to timely data on 
performance of local services; systematic mechanisms that 
enable citizens to hold public services more directly to 
account



Fairness and Opportunity for 
All

• Halve the number of children in 
poverty by 2010-11, on the way to 
eradicating child poverty by 2020 

• Raise the educational 
achievement of all children and 
young people

• Narrow the gap in educational 
achievement between children 
from low income and 
disadvantaged backgrounds and 
their peers 

• Increase the number of children 
and young people on the path to 
success

• Address the disadvantage that 
individuals experience because of 
their gender, race, disability, age, 
sexual orientation, religion or 
belief 

• Increase the proportion of socially 
excluded adults in settled 
accommodation and employment, 
education or training

A better quality of life

• Improve the health and 
wellbeing of children and young 
people

• Improve children and young 
people‟s safety

• Tackle poverty and promote 
greater independence and 
wellbeing in later life

• Promote better health and well-
being for all

• Ensure better care for all

• Deliver a successful Olympic 
Games and Paralympic Games 
with a sustainable legacy and 
get more children and young 
people taking part in high 
quality PE and sport 

Stronger communities

• Build more cohesive, 
empowered and active 
communities 

• Make communities safer 

• Deliver a more effective, 
transparent and responsive 
Criminal Justice System for 
victims and the public 

• Reduce the harm caused by 
alcohol and drugs 

• Reduce the risk to the UK and 
its interests overseas from 
international terrorism 

A more secure, fair and 

environmentally sustainable 

world

• Lead the global effort to avoid 
dangerous climate change 

• Secure a healthy natural 
environment for today and the 
future 

• Reduce poverty in poorer 
countries through quicker 
progress towards the Millennium 
Development Goals 

• Reduce the impact of conflict 
through enhanced UK and 
international efforts

Help people and businesses come through the downturn sooner and stronger, supporting long-term 

economic growth and prosperity

Deliver commitments by the National Economic Council to help people and businesses come through the downturn sooner and stronger, 

including packages on repossessions, apprenticeships, business access to finance and help for the unemployed.

• Raise the productivity of the UK economy

• Improve the skills of the population, on the way to ensuring a world-class skills base by 2020

• Ensure controlled, fair migration that protects the public and contributes to economic growth

• Promote world class science and innovation in the UK

• Deliver reliable and efficient transport networks that support economic growth

• Deliver the conditions for business success in the UK

• Improve the economic performance of all English regions and reduce the gap in economic growth rates between regions

• Maximise employment opportunity for all

• Improve long term housing supply and affordability



National Economic Council – Real Help Now

• Support to SMEs and the Auto Sector

 Enterprise Finance Guarantee, Working Capital Scheme, Capital for Enterprise 

Fund, European Investment Bank, Regional Loan Transition Fund, Trade Credit 

Insurance and Prompt Payment

 Automotive Assistance Programme and Scrappage 

• Employment 

 Six-month offer and the Young Persons‟ Guarantee 

• Preventing Repossessions

 Mortgage Rescue Scheme, Homeowner Mortgage Support Scheme and Support for 

Mortgage Interest 

• Apprenticeships Enhancement

 35,000 additional starts in financial year 2009/10



Lesson 3: Start from a citizens point of view……



By showing that different groups have different 
requirements

By revealing pressure points

By identifying key issues in current delivery

By prioritising next steps for action

1

2

3

4

Customer Journeys can Inform Support



Action to prevent repossessions – Customer Journeys 2 – ‘Facing repossession / court’

Objective: Mapping the end-to-end journey for individuals eligible for Government mortgage support schemes Segment: „Chris and Natalie‟ brought their ex-council home in Leeds in 2006, and have a young son. Chris has been out of work for 10 months since injuring his arm on a building site, Natalie works part time in a supermarket

Key steps on the journey:

Local Authority

Citizen‟s Advice Bureau

Shelter

Mortgage lender

Awareness Acceptance Investigation Engagement Review Decision Response Progression
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Experience Summary

Awareness building for vulnerable groups Consistency of lender advice Advisor congestion LA  / RSL Handoff

Key pressure points:

Key support experiences:

(a) Moment of truth when made 

aware of support potential

(a) Lack of early awareness, 

particularly amongst those highly 

vulnerable delays intervention

(b) The most eligible groups „bury 

their heads‟ such that agencies, 

lenders receive at the last minute

(c) Lender response at point of 

need varies from highly supportive 

to aggressively dismissive

(b) Case worker support and 

guidance throughout the process 

(c) For MRS – level of 

tenancy support from RSLs

ll

e

(d) Advisor congestion, even for 

those prepared to wait can delay 

delivery considerably

(e) For MRS cases, the L/A – RSL 

handoff features assessment 

rework and some friction

Weight of lender messaging
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The RSL 

approaches 

the lender to 

confirm 

financial status 

but does not 

have written 

approval –

they have to 

revert to the 

local authority, 

who call 

Natalie back to 

sign the form

A valuation is 

arranged, but an 

appointment 

takes 2 weeks to 

agree – “it was a 

little frustrating, 

but they came 

soon enough” A 

second visit 

secures a survey 

so that the RSL 

can move to offer

Having agreed a 

provisional position 

with the RSL board, 

the lender is 

approached to 

confirm the 

redemption 

statement –

however Natalie 

and Chris‟ arrears 

have mounted, and 

an agreement is 

delayed – Chris 

begins to worry that 

the deal might fall 

through – “every 

delay makes you 

worry you will be 

back in court”

The RSL case worker 

calls Natalie to tell her that 

they are prepared to make 

an offer – “it was such a 

weight off my shoulders –

I was in tears” – they 

commence the cooling off 

period and approach an 

IFA for advice; and they 

accept the offer. “We were 

surprised by the 3% 

reduction, but at the end 

of the day, staying in your 

home means everything”

Both their RSL and LA case 

workers reassure them that 

they are pursuing a solution –

“I can‟t thank them enough 

for their help”
Natalie is asked to 

appoint a solicitor to 

handle the 

conveyencing by her 

RSL – “I was worried 

because we didn‟t 

have the money” –

however she is 

reassured that the 

scheme will cover the 

cost

Finally, the deal is 

done – “on the day we 

exchanged contracts, it 

was a new beginning 

for us; Dylan has 

started nursery, and he 

can stay with his 

friends”

Conveyencing proves 

a drawn out process 

– “I found myself 

receiving calls from 

my solicitor asking 

me what to do!”, 

meanwhile letters 

from their lender 

continue to arrive – “I 

wish we could have 

frozen everything 

with the bank – it was 

so worrying” – the  

tenancy contract also 

proves a concern – “I 

just wanted to know 

what would happen 

to us when it expires”

Jobcentre Plus continue to 

support Chris; and with the 

worry of mortgage payments 

gone, he can focus on the 

future – “before I couldn‟t see 

how we could get out, it 

consumed all my time, now I 

have a chance again”

The family receive a visit on 

the day of exchange from 

their  tenancy officer – “he 

was very friendly, and 

promised to come back 

regularly”

Panicking, she goes  returns to the 

council the day before the hearing, 

asking for help – “The authority 

was my only hope – I went to see 

them about getting a flat to protect 

my kids”

Recognising the urgency 

of her case, she begins a 

diagnostic to understand 

Natalie and Chris‟

circumstances – “It was 

the most incredible relief –

to hear someone say „I 

can help you‟”

The following day a Local Authority 

representative accompanies Natalie 

to court – despite her fears, the 

judge requests time to allow her to 

explore options, and asks her lender 

to apply the pre-action protocol “I 

was frightened, but having someone 

to support you really helped”

Their lender agrees to the court‟s 

request, and litigation letters are 

suspended, but demands for 

repayment continue from automated 

systems – “We knew that they were 

supporting the process, but the 

letters still came – it‟s like being on 

the edge of a cliff”

Natalie‟s case worker at 

the local authority thinks 

that she and Chris may 

be eligible for the 

mortgage rescue 

scheme. There is a delay 

of 10 days to see a 

money  advisor, but 

Natalie is happy to wait –

“I didn‟t want to go back 

to renting, ideally, but it‟s 

the second best thing to 

owning your home, and 

you don‟t have to leave 

everything behind”

The Financial 

advice 

confirms that 

the couple are 

eligible, and 

agrees to pass 

their case to 

the local 

registered 

social landlord 

On receiving the file, the RSL 

assigns a case worker, who calls 

Chris to tell him what is happening –

“They were really helpful too then, 

telling us that they were looking at 

our case”

Chris and Natalie are a low 

income family – Natalie works 

part time to care for their son, 

Dylan, while Chris is unemployed 

following an accident at work. 

They brought their ex council 

house in 2006 before Chris lost 

his job, toward the height of the 

market, on an interest only basis

With Natalie‟s income not enough 

to cover their mortgage, bills and 

loan repayments, they examine 

advertised websites “We felt 

forced into a corner – we didn‟t 

know where to go”

Natalie visits local 

community 

centres regularly 

with Dylan, and 

the council drop in 

centre to make 

monthly payments 

– however 

available 

mortgage support 

doesn‟t register -

“I‟m used to going 

there, but don‟t 

recall seeing any 

publicity”

They have 

borrowed several 

times in the past 

few years, to do 

work on the house, 

and cover shortfall 

in bills when Chris 

was first injured. 

Chris claims 

incapacity benefit, 

but a struggle for 

monthly payments 

are a way of life –

“we‟re always 

juggling – trading 

one bill off against 

another”

When a secondary loan is called in, they miss 

a monthly payment. It isn‟t the first time; they 

have been in and out of arrears for several 

months – “our mortgage terms changed and 

we didn‟t know how to keep up; letters keep 

arriving but you hope they will go away”

Their lender runs out of 

patience and seeks a court 

order; “we approached 

them, but had no support; 

no advice”

Natalie  is at her wits end as the 

court approaches “We thought it 

was the end – that we would lose 

our home, and have to move –

imagine having to leave your 

friends like that, and move your 

children”
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Customer experience 

monitor:

Homeowners „burying their head in the sand‟

Conveyencing delays

(e) For MRS cases, the L/A – RSL 

handoff features assessment 

rework and some friction

Detailed Journey Maps

Action to prevent repossessions – Customer Journeys 1 - ‘Newly Indebted’

Objective: Mapping the end-to-end journey for individuals eligible for Government mortgage support schemes Segment: „David and Lucy‟ - Newly indebted. David was a security supervisor until being made redundant in January. Lucy works full time as a classroom assistant, but on reduced income they have fallen into mortgage arrears 

Key steps on the journey:

Local Authority

Citizen‟s Advice Bureau

Shelter

Mortgage lender

Awareness Acceptance Investigation Engagement Review Decision Response Progression
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Experience Summary

Variable online scheme information Reliance on walk in

Weight of lender messaging

Key pressure points:

Key support experiences:

(a) Provision of informed advice by 

front line groups – e.g. CAB

(a) Lack of early awareness and 

acceptance on the part of the 

homeowner

(b) Conflicting advice on initial 

search, particularly online and 

through television media

(c) Constraint on money advisors 

leading to delivery delays and 

increased risk of lender action

(b) Single person case support at 

local authority and advisory level

(c) Relief at point of rescue; 

availability of options

b

d

l l l

David and Lucy were both in 

full time employment, with little 

secondary debt, but they 

borrowed heavily in 2006 to 

buy their first home

Shortly after, David‟s employer 

loses a contract and he is made 

redundant; Lucy‟s wage and 

savings cover the monthly 

payment, but finances are tight. “It 

was difficult, but I thought that we 

could get by”

David remembers seeing 

press reports in January 

talking about government 

mortgage support – “It 

seemed like a good idea, 

but I didn‟t know what it 

really meant at the time”

The savings don‟t last however, 

and David can‟t find the job he was 

hoping for – the couple miss two 

monthly payments; letters start 

arriving from their bank requesting 

payment – “I felt so anxious, I 

could hardly sleep for worry”

Remembering the press 

report, David searches the 

web for mortgage support 

but can only find 

independent debt advice –

he doesn‟t know the 

names of the schemes 

and is confused – “There 

are lots of independents 

out there offering to buy 

your home and lease it 

back – but at a big cost”

l l l

t

j

e

David is looking for work, 

and reluctantly visits his 

local jobcentre, but he 

doesn‟t want to sign on –

“benefits felt like the 

option of last resort”

e

David accepts a 

telephone call from his 

bank – they agree to 

suspend action for 

one month, but the 

“lender suggested that 

we seek support”

Meanwhile the bank 

notices are building up. 

They are now three 

months in arrears and the 

letters start to arrive from 

the litigation team – “it felt 

excruciating; sheer panic”
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David attends a meeting 

with a case advisor at the 

local authority – he advises 

a combined package of 

benefits support, to include 

Support for Mortgage 

Interest and Married 

Couples Allowance. The 

Homeowner Mortgage 

Support is considered, but 

the advisor prefers to follow 

“tried and tested options”

Accepting benefits is a tough decision –

“I felt ashamed to admit that I couldn‟t 

do this for myself”; but the package is 

enough, combined with Lucy‟s income 

to enable a repayment plan with the 

bank – “you are so relieved that 

someone is there to support you, after 

so much heartache and worry” – David 

agrees to sign on
DWP sent an MI12 form to David‟s lender 

informing them of SMI support – the volume 

inbound is high however, and the lender takes 

time to acknowledge acceptance – “any delay 

can feel like a lifetime, though you accept that 

process must be followed”; lenders highlight 

that early warning and involvement can help 

improve speed of response

The couple‟s case worker in the housing team 

is following the situation closely, and keeps in 

touch with the bank to ensure the agree 

package of repayments and move to an 

interest only mortgage is progressed –

“having just one person, who you could 

always call with a problem, and who was 

looking out for you, was a godsend”

A package agreed, the lender calls off court 

action, and provides advisory support over the 

following months. David continues to work 

with his Jobcentre Plus and employment 

agency teams to find new work

t

19 20

21 20

20

David doesn‟t feel 

comfortable going to 

an office, so calls 

several agencies –

“I received 

conflicting 

messages, but 

people were helpful, 

eventually CAB 

particularly told me 

to come in”

After more searching, he finds a 

link to HMS on the treasury 

website – “I thought that I was 

eligible, but I couldn‟t tell where to 

go next”. Finally on a forum he 

sees advice telling him to speak to 

a money advisor. Meanwhile, his 

bank call and writing ever more 

often – “ there were letters every 

day, I didn‟t want to open them”

David and Lucy 

make an 

appointment to see 

a Money Advisor, 

but the wait at their 

local centre is 3 

weeks. In the 

meantime, they can 

only make a part 

payment, and the 

bank is losing 

patience – “it had 

only been a couple 

of months, but we 

received a final 

notice”

Panicked Lucy approaches a 

loan provider she finds online 

– the deal has high interest 

rates attached, but “at that 

stage, when you face losing 

your home, you are prepared 

to do anything to stay”

They decide to hold the 

appointment before 

opting for the loan, and 

meet a CAB advisor. 

“He was brilliant –

explained our options, 

and gave us materials”.

The advisor calls their 

lender, and agrees a 

further delay of 

proceedings while the 

couple are assessed

Completing a financial 

statement takes two 

more visits, but their 

advisor makes time for 

them and once 

complete, is able to 

assess their case and 

refer  them to the local 

authority housing  team

While the couple wait  to 

speak to their local authority, 

letters from their lender still 

arrive, despite agreeing to 

forestall proceedings –

“Phone calls stopped, but 

letters piled up”

11

12

l l t

16

l l

14 15

171
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76

(d) Misalignment of communications 

such that actions (e.g. lender 

forbearance) and messages conflict

(e) Reliance on face to face 

engagement; telephone queries 

meeting mixed response

Advisor congestion

v 13

v 18

Limited customer and delivery partner feedback on Homeowner Mortgage Support (HMSS) means it has not been possible at this stage to qualify the delivery journey fully. 

The example shown here reflects local authority feedback of similar cases, but requires qualification through further engagement. 



Action to prevent repossessions – Customer Journeys 1 - ‘Newly Indebted’

Objective: Mapping the end-to-end journey for individuals eligible for Government mortgage support schemes Segment: „David and Lucy‟ - Newly indebted. David was a security supervisor until being made redundant in January. Lucy works full time as a classroom assistant, but on reduced income they have fallen into mortgage arrears 

Key steps on the journey:

Local Authority

Citizen‟s Advice Bureau

Shelter

Mortgage lender

Awareness Acceptance Investigation Engagement Review Decision Response Progression
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Variable online scheme information Reliance on walk in

Weight of lender messaging

Key pressure points:

Key support experiences:

(a) Provision of informed advice by 

front line groups – e.g. CAB

(a) Lack of early awareness and 

acceptance on the part of the 

homeowner

(b) Conflicting advice on initial 

search, particularly online and 

through television media

(c) Constraint on money advisors 

leading to delivery delays and 

increased risk of lender action

(b) Single person case support at 

local authority and advisory level

(c) Relief at point of rescue; 

availability of options
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David and Lucy were both in 

full time employment, with little 

secondary debt, but they 

borrowed heavily in 2006 to 

buy their first home

Shortly after, David‟s employer 

loses a contract and he is made 

redundant; Lucy‟s wage and 

savings cover the monthly 

payment, but finances are tight. “It 

was difficult, but I thought that we 

could get by”

David remembers seeing 

press reports in January 

talking about government 

mortgage support – “It 

seemed like a good idea, 

but I didn‟t know what it 

really meant at the time”

The savings don‟t last however, 

and David can‟t find the job he was 

hoping for – the couple miss two 

monthly payments; letters start 

arriving from their bank requesting 

payment – “I felt so anxious, I 

could hardly sleep for worry”

Remembering the press 

report, David searches the 

web for mortgage support 

but can only find 

independent debt advice –

he doesn‟t know the 

names of the schemes 

and is confused – “There 

are lots of independents 

out there offering to buy 

your home and lease it 

back – but at a big cost”
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David is looking for work, 

and reluctantly visits his 

local jobcentre, but he 

doesn‟t want to sign on –

“benefits felt like the 

option of last resort”

e

David accepts a 

telephone call from his 

bank – they agree to 

suspend action for 

one month, but the 

“lender suggested that 

we seek support”

Meanwhile the bank 

notices are building up. 

They are now three 

months in arrears and the 

letters start to arrive from 

the litigation team – “it felt 

excruciating; sheer panic”
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David attends a meeting 

with a case advisor at the 

local authority – he advises 

a combined package of 

benefits support, to include 

Support for Mortgage 

Interest and Married 

Couples Allowance. The 

Homeowner Mortgage 

Support is considered, but 

the advisor prefers to follow 

“tried and tested options”

Accepting benefits is a tough decision –

“I felt ashamed to admit that I couldn‟t 

do this for myself”; but the package is 

enough, combined with Lucy‟s income 

to enable a repayment plan with the 

bank – “you are so relieved that 

someone is there to support you, after 

so much heartache and worry” – David 

agrees to sign on
DWP sent an MI12 form to David‟s lender 

informing them of SMI support – the volume 

inbound is high however, and the lender takes 

time to acknowledge acceptance – “any delay 

can feel like a lifetime, though you accept that 

process must be followed”; lenders highlight 

that early warning and involvement can help 

improve speed of response

The couple‟s case worker in the housing team 

is following the situation closely, and keeps in 

touch with the bank to ensure the agree 

package of repayments and move to an 

interest only mortgage is progressed –

“having just one person, who you could 

always call with a problem, and who was 

looking out for you, was a godsend”

A package agreed, the lender calls off court 

action, and provides advisory support over the 

following months. David continues to work 

with his Jobcentre Plus and employment 

agency teams to find new work
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David doesn‟t feel 

comfortable going to 

an office, so calls 

several agencies –

“I received 

conflicting 

messages, but 

people were helpful, 

eventually CAB 

particularly told me 

to come in”

After more searching, he finds a 

link to HMS on the treasury 

website – “I thought that I was 

eligible, but I couldn‟t tell where to 

go next”. Finally on a forum he 

sees advice telling him to speak to 

a money advisor. Meanwhile, his 

bank call and writing ever more 

often – “ there were letters every 

day, I didn‟t want to open them”

David and Lucy 

make an 

appointment to see 

a Money Advisor, 

but the wait at their 

local centre is 3 

weeks. In the 

meantime, they can 

only make a part 

payment, and the 

bank is losing 

patience – “it had 

only been a couple 

of months, but we 

received a final 

notice”

Panicked Lucy approaches a 

loan provider she finds online 

– the deal has high interest 

rates attached, but “at that 

stage, when you face losing 

your home, you are prepared 

to do anything to stay”

They decide to hold the 

appointment before 

opting for the loan, and 

meet a CAB advisor. 

“He was brilliant –

explained our options, 

and gave us materials”.

The advisor calls their 

lender, and agrees a 

further delay of 

proceedings while the 

couple are assessed

Completing a financial 

statement takes two 

more visits, but their 

advisor makes time for 

them and once 

complete, is able to 

assess their case and 

refer  them to the local 

authority housing  team

While the couple wait  to 

speak to their local authority, 

letters from their lender still 

arrive, despite agreeing to 

forestall proceedings –

“Phone calls stopped, but 

letters piled up”
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(d) Misalignment of communications 

such that actions (e.g. lender 

forbearance) and messages conflict

(e) Reliance on face to face 

engagement; telephone queries 

meeting mixed response

Advisor congestion

v 13

v 18

Limited customer and delivery partner feedback on Homeowner Mortgage Support (HMSS) means it has not been possible at this stage to qualify the delivery journey fully. 

The example shown here reflects local authority feedback of similar cases, but requires qualification through further engagement. 



Performance Measures:  

The Right Focus?

Heart in the right place

Rigidity and scale can sap the spirit

Number of 

targets

Prescriptive

Micromanaged from 

Centre

Punitive

Policy,not 

operation-

minded

Input 

targets

Core 

Business

Lesson 4: Ensure you remember who delivers 

services……..



Targets are not the only lever

PSA 

Framework

Government 

priorities set 

out in PSAs

Performance management 

levers

• Other targets 

• Inspection, including 

CPA 

• Statutory performance 

indicators 

• Publication of 

performance information 

at national/local level 

• Failure regimes 

• Data reporting 

• Active management 

against trajectory 

• User triggers

Wider drivers of delivery

• Funding mechanisms 

• Statutory requirements, regulation, legislation 

• Ministerial buy-in, Leadership, Public 

Commitments

• Partnerships, inter-agency working, 

membership in organisations 

• Networks to support dissemination of best 

practice & innovation 

• Evidence based strategy 

• Voluntary schemes 

• Personalisation User choice 

• Market mechanisms – contestability 

• Publicity, marketing 

• Frontline training and capacity 

• Operational autonomy 

• Professional standards 

• User engagement mechanisms 

• Complaint / redress



Lesson 5:  Make sure you have appropriate programmes 

in place, you know their impact and you respond quickly

An effective response requires coordinated action 
across departments 

but previous performance structures and all 
resource incentives reinforced silo-based 
working…



Agree what each partner adds to the effort

Published 

Delivery 

Agreements 

+

Detailed 

operational 

delivery plans



20

Local priorities

and targets

~35 targets

LAA

Local accountability 

to citizens

Local consultation through 

the LSP with Partners and 

Stakeholders

Better outcomes

for citizens

CSR07 national priority 

outcomes & 188 national 

indicators
LSP view of local priorities

Local targets 

monitored by LSP

'Designated’ 

targets monitored 

by LSP and GO 

Local Challenges and Ambitions

Sustainable Community

Strategy

Negotiation and 

agreement

Cross-Govt view through 

GOs on priorities

16 statutory education 

and early years targets

Lesson 6:  Understand the systems that deliver 

services…..and seek synergies



1. Clarity of outcomes that are being delivered

2. the customer groups who stand to benefit from the 
outcome including, where appropriate, „reluctant‟ 
customer groups (for instance, offenders should be 
included on the crime delivery chain)

3. the delivery partners that have an important role to 
play in delivering the outcome

4. information about the type and nature of the links
between the customer groups and delivery partners 
in the delivery chain and how effectively these are 
driving performance.

What is a delivery chain and what is it for?What should a delivery system map include



Delivery System  for PSA 18 – Better Health For All – Complete system

National 

DCLG

Regional Agencies

Strategic 

Health 

Authorities

Local Community

Key : 

Delivery Agencies Delivery mechanisms

Government 

Offices (incs 

PH1)

Performance 

Management

Performance 
Management 

of delivery 
agreements 

Influence

GPs & Practices

Patients, 

People who 

need 

and use 

social care, 

Citizens, 

Socially 

Excluded / 

Disadvantaged

Groups, 

Carers, etc 

E
q
u
it
a
b
le

 o
u
tc

o
m

e
s

DCSF

DWP
Performance 

Management, 

funding

L
A

A
s
, 
L
S

P
s

= Working jointly and in partnership

Funding, LDPs

Acute / MH Trusts 
and FTs

LA Teams and 
Specialist LA Units

Specialist Units / 
Trusts

Social Care providers 

Independent providers 
e.g. ISTCs 

Voluntary providers
C

o
m

m
is

s
io

n
in

g
 in

c
s
  
  

jo
in

t 
c
o
m

m
is

s
io

n
in

g
 

= Department / Agency 

Regulators & 

Inspectorates2

= national levers and covers HCC, CSCI, NICE, Audit Commission and wider agencies e.g. CQC etc including 

„clinicians‟ e.g. GMC, NMC, HPC, etc

= joint local working relationship

C
h
o
ic

e
 &

 V
o
ic

e
 i
n

fl
u

e
n
c
in

g
 p

ro
v
is

io
n
  

  
 a

n
d
 c

o
m

m
is

s
io

n
in

g
 e

.g
. 

L
IN

k
s

HO

Inspect, Reviews & Reports

DCMS 

Footnote 1,  07/8 programme to co-locate public health and social care presence 

in the regions.  Footnote 2, consider in light of wider regulatory review.  

Competition, pricing, 

vfm

DH

Defra

DIUS

DfT 

C
ro

s
s
-g

o
v
e
rn

m
e
n
t 
w

o
rk

in
g

Workforce advertising, influencing recruitment & retention; NSFs

Legislation (incs EU legislation); health prevention & promotion advertising

influence

RDAs, Regional 

Assemblies, etc

OGD 

influence

Public Health 

Observatories

provides support

environment, housing, roads, 

schools, benefits, etc

OGD influence

regeneration

in
fl
u

e
n
c
e

Primary Care 
Trusts (inc 

PBC)

Local 
Authorities 
inc OSCs

Business 
community

J
S

N
A

PSA 18 – Better Health For All



Lesson 7: Use data to drive delivery



A clear focus on measurement

• Relevant to what the organisation is aiming to achieve

• Avoid perverse incentives – (e.g. unwanted/wasteful behaviour

• Attributable – activity measured must be capable of being 

influenced by actions which can be attributed to the organisation

• Well-defined – clear, unambiguous definition so data will be 

collected consistently, measure is easy to understand and use

• Timely, producing data regularly enough to track progress

• Reliable – accurate enough for its intended use

• Comparable with either past periods or similar programmes 

elsewhere

• Verifiable, with clear documentation behind it, so that the processes 

which produce the measure can be validated

•Every PSA Delivery Agreement has a published 

measurement annex

•Indicators agreed by Cabinet as a core part of CSR



Policy Delivery:  trajectories

50

55

60

65

70

75

80

85

90

95

1996 1997 1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010

Delivery Indicator

Low Trajectory (policy has a lagged impact)

Mid trajectory

High Trajectory (policy has an immediate impact)

Policy 

Step  

A

Long Term 

Strategic Goal
Mid term Delivery 

Contract Goal

Intermediate progress 

indicators or milestones

Historical performance

Project Plan Streams

Project Plan Streams

Policy 

Step 

B

Policy 

Step 

C

With trajectories……



Lesson 8: Understand the cost

• Total 2008/09 spending £617bn = US $983.1bn

• 43.1% of GDP (08/09)

• Real terms increases in public spending 4.3% (05/06), 

2.1% (06/07), 3.1% (07/08), 3.4% (08/09)

• Key challenge is to respond to the recession in a way 

that drives recovery by both helping citizens now  and 

preparing for the upturn.



Value for Money: more important than ever

A record of delivery: Gershon £26.5bn and CSR £30bn

Gershon Over-delivered – £26.5bn against £21.5bn target

Departments already delivering strongly against CSR £30bn target (08/09 – 10/11)

Ambitious VFM programme in next Spending Review Period

Informed by findings of both OEP and PVP

Operational 

Efficiency 

Programme

Public Value 

Programme

An additional £5bn in 10/11

Given early findings of OEP & PVP, and additional capability developed within depts



Operational Efficiency Programme (OEP)

•Consistent, 

comparable data

•Aligned 

incentives

•The right 

structures 

and tools

•Accountability and 

performance 

management

Summary: four overarching themes to drive operational improvement



Public Value Programme

•Series of VFM Reviews, commissioned by PM and 

Chancellor at Budget 08.

•Looking at VFM issues within individual areas of spending.

•Emphasis on policy decisions and size of prize rather than 

strict measurability.

•Policy announcements in PBR 08 and Budget 09

Budget 2009 also announced:

•Public Value Programme expanded to cover minimum of 50% 

of all departments’ budgets

•A focus across organisations i.e. whole of service spend



• Increased local data

• Departmental reports (spring)

• Autumn performance reports

• Departmental websites

• Central performance website 

• Departmental Select Committees

Lesson 9: Ensure Clear Accountability



Role of PMDU

Lesson 10: Support government to deliver improved, 

more efficient and effective services for citizens - PMDU

• Full delivery assessment every six months 

based on a validated self assessment 

• Regular reports to the Prime Minister

• Prime Minister and Chancellor Stocktakes 

as required

• Departmental Stocktakes

• Cabinet Committees

• Departmental Capability Reviews



Outline of Presentation

1. Background

2. Ten Lessons

3. Challenges for the future



Long-Term Challenges

• Demographic change

• Global economic 
integration

• Technological 
innovation

• Global uncertainty

• Climate change and 
sustainability



Excellence and Fairness

Source: PMSU (2008) Excellence and Fairness: Achieving world class public services



Total Managed Expenditure



UK Government Spending 2009-10 (projection)



UK Government Receipts 2009-10 (projection)



Sundhed.dk, Denmark, is integrating services for 

patients on-line, and delivering services more cheaply

Prevents 900,000 

consultations with GPs per 

year. Moving prescription 

services online alone saves 

€12 million a year



Data.gov is opening up not just the use, but also the re-

use of government data; all data is assumed to be open

Opening up performance 

data to public scrutiny in 

Baltimore has led to $100 

million of savings over four 

years



Wraparound Milwaukee uses lead professionals to  tailor 

care for children with serious emotional disturbances

• Psychiatric hospitalisation 

down over 90%  

• Typically reduces monthly 

cost of care for each child 

from $8500 to $3850



Health Buddy in the Netherlands and USA facilitates 

daily engagement between patients and professionals

Reduces hospital admissions 

by 60% and nurse home 

visits by 81%



Total Place in England is helping local public 

services to work with a common cause

SERVICE 

TRANSFORMATION

EVIDENCE OF 

EFFICIENCIES

IMPROVED 

OUTCOMES

COLLABORATION

• How a spatial approach to public services can lead to 

vfm improvements through local leadership and 

collaboration

• work on local incentives and empowerment

• Space to develop creative responses from local areas, 

including challenges to Whitehall



Questions?

Jonathan Battye

Prime Minister‟s Delivery Unit

Jonathan.battye@hmtreasury.gsi.gov.uk

mailto:Jonathan.battye@hmtreasury.gsi.gov.uk

