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Å Introduction

ÅWhat is citizen-centric service delivery?

ÅWhy citizen-centric services?

Å4 steps to improving digital services

Å Delivering a superior experience, no matter 

the demand

Å Q & A
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Of U.K. citizens have experienced problems when trying to 
access digital government services

Of U.K. citizens have had to repeat using digital public 
ǎŜǊǾƛŎŜǎ ōŜŎŀǳǎŜ ǘƘŜȅ ŎƻǳƭŘƴΩǘ ǊŜǎƻƭǾŜ ǘƘŜƛǊ ƛǎǎǳŜǎ

Of U.K. citizens said they ŘƻƴΩǘ ǘǊǳǎǘ ǘƘŜƛǊ ƎƻǾŜǊƴƳŜƴǘ
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Fairness is a significant predictor of trust.
Everyone deserves an equal slice of the pie.
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ÅWhen demand exceeds supply, competition 

follows

ÅVaccination registrations were plagued by bots, 

άǾŀŎŎƛƴŜ ƘǳƴǘŜǊǎέ ϧ ƘŀŎƪŜǊǎ

ÅThis disadvantaged those with low tech 

readiness, the elderly & essential workers
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