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A service is a thing 
that helps someone 
do something
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Renew a passport
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Register 
to vote
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Fish!
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In the private sector: a competitive 
advantage
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GDSGDS

1. What’s a service anyway?
2. Service design in UK government
3. What helps at scale



1 website
24 departments
700+ services



www.gov.uk
(GDS)

View or share your driving licence
(DVLA)

Register as a childminder
(Ofsted)
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Service design in 
government is 
like archaeology



What to do when 
someone dies

Department for Work and 

Pensions

HM Courts & Tribunal service

HM Revenue and Customs

Land Registry
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GDS

Current 
architecture 
of GOV.UK 
(simplified!)



Now: 
Reactive single 
transactions

Renew my 
passport

Apply for 
child benefit

Future:
Proactive user 
journeys

Start a business

Buy a house

Have a child
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Communities





Platforms





Standards





End to end
Front to back
Across every channel



Delivering 
outcomes not 
transactions
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Thanks!

Anna Goss
@annagoss


