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Introduction and aims 
The COVID-19 pandemic, and the effort to respond to it, has seen change and development in the Civil Service of a scale 
that has not been seen outside of war time. New services have been designed and delivered at rapid pace, and existing services 
have been adapted beyond their original remit in order to meet the challenges presented by the pandemic and deliver for the 
public. Civil Servants have worked flexibly, often remotely, and with many new colleagues and collaborators bringing fresh 
perspectives and experiences. 

The Innovation and Learning Project set out to to identify changes in the civil service approach with the potential to improve 
productivity or service delivery outside of crises, and at scale. The findings from the project will feed into work on Civil Service 
reform led by the Modernisation and Reform Unit. Specifically, the findings will be incorporated into work to develop the strategy 
for the second year of delivery against the Declaration on Government Reform. This work may also be useful to refer back to in 
planning for future crises responses. With the agreement of contributing departments and functions, findings could also be shared 
between departments to facilitate discussions about best practice. 

In some cases, the pandemic prompted entirely new innovation. In others, it accelerated the pace of changes that were happening 
anyway, or forced the adoption of delivery models used previously at a smaller scale. Some of what happened is replicable in 
business as usual, but it is important to consider the unique context of the pandemic response - where the pressures of conflicting 
priorities largely fell away - when thinking about how learning could be adapted to apply in business as usual, and if it is desirable 
to do so. 
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ABOUT THE REPORT, 
METHODOLOGY 
AND KEY FINDINGS 
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About this report 

This is the full detailed report of our findings and recommendations. Slide 7 maps the findings against 
the priorities for delivering against the Declaration on Government Reform, to make the Civil Service: 
more connected, more impact focused, more adaptable, more strategic, and more efficient, however 
this pack is structured into themes that emerged during the review of all the evidence. The themes and 
links to respective sections are: 

1) People (encompassing resourcing, productivity, and ways of working); 
2) Delivery (including governance, digital delivery, and comms); 
3) Leadership and Culture (encouraging a sense of mission, and empowering leadership at all 

levels); 
4) Data and Analysis (sharing, collection, and presentation); and 
5) Working together (with experts, delivery partners, and across government). 

Summary document can be found here 
Source materials are linked here 
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Methodology 

The emerging themes and findings have been drawn from a wide range of reliable evidence using 
three approaches: 

1. Review of lessons learned by government departments, including returns from BEIS, CO, 
DCMS, DEFRA, DfE, DfT, DIT, DLUHC, DWP, FCDO, HMRC, HSE and ONS. 

External publications: a targeted literature review drawing upon publications from Parliament, 
NAO, and think tanks (e.g. Institute for Government). 

1. Review of COVID-19 Task Force lessons learned exercises conducted throughout the two-year 
lifespan of the Task Force, combined with an SOS workshop held in March 2022. 

NR ;o run through 
._._.-..._.-. 
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Methodology - Limitations 

Scope 
• The scope of the research was limited to pre-existing material. No new lessons learned exercises 

were commissioned and therefore the project team did not have control over the topics covered and the 
questions addressed. It was also not possible to test views from one department or function with others to 
check that the conclusions drawn in one area apply consistently. Therefore, the findings are based only on 
the information available. 

• The views of the citizens and those impacted by particular policies were not in scope, neither was 
how decisions were made, by who and whether they were the right ones. That will be the subject of the 
Public Inquiry into COVID-19 set up by the government. 

Gaps 
Some departments did not provide returns, including DHSC. Returns from functions were limited, 
although some may have incorporated their response into the relevant departmental return. 
There was limited information quantifying the impacts of the innovations and improvements made. It 
may have been too early or the focus on the crisis response may have resulted in evaluations not being 
put in place. 
It is not known what departments stopped doing when reallocating resources to the COVID-19 
response and how this influenced the innovations / improvements made, and their sustainability. 

L NR II to run through 
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Next steps 

The findings range in scale and ease of implementation. Some reflect recommendations made elsewhere, including by 
parliamentary committees and a number of actions link directly to immediate Civil Service reform priorities. 

We have highlighted a few key findings here, which we think have a clear, immediate route to delivery: 

Having common systems to track and register skills across the Civil Service. Work is already underway in the 
Cabinet Office to develop a system to do this, and it has clear links to reform priorities in terms of helping us 
understand how we can ensure we retain a mix of skills as we make the Civil Service leaner. To take this forward, we 
would suggest some work to investigate how many departments are setting up similar systems, and how we can bring 
this data together across the Civil Service. 
Using flexible working to increase the number of Civil Servants outside of London. As more of the Civil Service 
transitions to hybrid working arrangements, it is important to consider how to consolidate and build upon progress 
made during the pandemic to grow the Civil Service outside of London. Departments could share their approaches to 
growing their regional workforces, and their policies around hybrid working, and compare and evaluate the impact of 
different approaches. 
Looking at broader applications of simplifications made to digital processes. Easements in the benefits system 
such as around digital identity verification could be applied in other government services. Subject to wider 
prioritisation, GDS could be well placed to consider the wider applications of similar digital process simplifications and 
innovations. 
Improving data sharing arrangements across Government. Significant progress was made on data-sharing 
through the pandemic. Cross-government work should take place to take forward measures to make data-sharing 
easier in future, such as the adoption of uniform data standards. 
Developing routes to quickly bring experts into Government. There is already a stream of work led by Go-Science 
looking at how to enable better access to experts. This not only feels more pressing in the wider context of Civil Service 
reform, but also in terms of preparing for and managing future crises and emergencies. 
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Official - Sensitive 

• - • • 

Summary 
RESOURCING: Cross-government approach ensured consistency in role prioritisation; departments restructured themselves quickly to 
focus on delivery. 
MAXIMISING STAFF EFFECTIVENESS: Wellbeing initiatives, workload management approaches and ensuring diversity of experience on 
COVID teams helped improve productivity and effectiveness and prevent burnout. 
WAYS OF WORKING: Virtual working and collaborative working tools presented opportunities to make productivity gains. 

I
How? So what? 

RESOURCING: Central. approach backed up - RESOURCING: Ensure central resourcing priorities are set and clearly 
cross-government data ensured common communicated. Further integrate HR data to support resource planning. Track the 
rpose; DWP streamlined training to focus on skills and experience of individuals across the Civil Service. Expose more Civil 

ost common interactions to stand up new Servants to the frontline, and consolidate their experience. 
source more quickly; many departments made - MAXIMISING STAFF EFFECTIVENESS: Ensure leaders champion and resource 
eof central coordination teams, PMO functions, staff wellbeing. Improve support and training for line managers, and recognise line 
d operation teams to free up policy resource. management asa skill. Deploy rotas/shift patterns in non-operational roles to manage 
MAXIMISING STAFF EFFECTIVENESS particularly intensive or demanding periods of work. Where there is a need to redeploy 

9TF prioritised range of staff wellbeing staff at pace, consider adapting training requirements to focus initially on high volume 
tiatives; FCDO set up function with DG-level tasks. Retain staff recruited during the pandemic in regional locations by taking a more 
ersight to ensure resilience of staff network; flexible approach to hybrid/hub working. Diversify recruitment routes to build teams 
9TF broughttogether a range of skillsets with a broader range of experience. 
ilitary, private sector) - WAYS OF WORKING: Consider how crisis team structures could be adapted to 
WAYS OF WORKING: Video-conferencing respond to. emerging priorities. Integrate systems to smooth movement across 

abled effective engagement with stakeholders departmental boundaries and improve collaborative working. Maximise opportunities 
pace. Shared documents enabled co- presented by video conferencing tools for stakeholder engagement and collaborative 

production, although this was limited across working. 
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Learning from our approach to resourcing the pandemic 
could help us achieve our vision of a slimmer Civil Service 
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Productivity can be improved by investing in support' 
for staff wellbeing. training. and by diversifvinci teams 
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Building on changed ways of working can help the Civil 
Service become more efficient and fit for the future 
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Official •sensitive 

Summary 
DIGITAL DELIVERY: Rapid delivery of digital infrastructure (e.g.furlough, Oak National Academy), use of digital tools as default to enable 
fast engagement (e.g. ventilator challenge, NSV signposting tool), simplification of existing infrastructure (UC) 
COMMS:,Transparency at speed, use of trusted experts as figure-heads, purpose of comms both to inform and to change behaviour 
GOVERNANCE: C19TF central coordination role to join up response across government, COVID-S and COVID-O structure set up to 
provide forums for quick decision-making, consistent clearance processes such as 'triple-lock' 

How? So what? 
GOVERNANCE: Central commissioning process worked - GOVERNANCE: Set a small number of clear central delivery priorities, 
well when there was a clear ask of departments with supported by tailored governance frameworks, consider delivery 
deadlines that matched urgency, butthis was not throughout the policy making process, follow the SAGE commissioning 
consistent, SAGE commission principles were effective at model for scientific and technical advice, and improve tracking of 
ensuring their capacity was effectively used commissions from the centre to departments.. 
DIGITAL DELIVERY: BEIS used 'rapid response squad' - DIGITAL DELIVERY: Design digital services with the need of the end user 
model to deliver ventilator challenge form in 1 day, HMRC at the heart, consider the wider applications of developments such as 
used ruthless simplicity' principle to maintain focus on end remote identity verification in the benefits system, consider expanding 
user, increasing use of automation (e.g. in shielding online learning to support specific groups of learners, improve 
platform) improved efficiency, 156 easements made to UC interoperability between digital systems across government, consider 
to deal with volume, developing a citizen payment mechanism to get money to people quickly. 
COMMS: When messaging was clear, strong and consistent - COMMS: Focus on the end user and the desired behaviour change when 
this influenced behaviour change (e.g. first lockdown), designing policy and comms, introduce a principle of assumed rapid 
SAGE advice published within 2 weeks of meetings, GCSA publication, private sector collaboration can be used effectively to deliver 
and CMO played prominent role in media activity priority messages to the public. 
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The centre should set out a handful of cross-cutting 
delivery priorities and make its ask of departments clear 
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Clear, strong messaging supported behaviour change in 
the early part of the pandemic, and openness built trust 
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3. LEADERSHIP AND CULTURE 
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Leadership and culture (co....More ~mpad
 

,ocused 

I NQ000180306_0020 



Clear overarching shared mission 

IN Q000180306_0021 



Mindset, not structures, are the key to stepchang 
in efficiency and effectiveness 
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Decision-making 

IN Q000180306_0023 



IN Q000180306_0024 



Official • Sensitive 

A

Summary 
Sharing: shared data, information and analytical products between departments more rapidly than before for briefing packs, dashboards, 
policy development and to inform decisions 
Collection: collected date more frequently and more efficiently 
Reporting: Improved data reporting, turning data into insights through dashboards, and using data visualisations to tell stories 

How? So what? 

- JOINT WORKING between departments, e.g. the CO Timely deployment of data: Faster and earlier access to 
data from across government to inform decisions 

had embedded ONS policy liaison officers to rapidly 
relay data requests to ONS, and set up a joint unit with - Improve networking: Sharing data/ analytical products 
FCDO to gather and share intelligence xWH from around xWH to set direction and ensure rapidly emerging scientific 

the world through an active publishing programme understanding feeds directly into strategy and policy 
decisions 

- USED APIs to access datasets in departments! 
- Establish a central repository for data: Linked data used 

agencies and set up automated reporting tools to quickly centrally for many commissions and different audiences, 
update and reproduce data briefing packs makes it easier when we get requests for data/ analysis as it is 

- DATA COLLECTION PORTALS were set up with 
readily available. 

centralised reporting and dashboards - Improve content, frequency and timeliness, be more 
responsive to emerging policy needs and give deeper insights 
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Collecting data very frequently was necessary in 
the Dandemic and may be again in future crises 
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Official • Sensitive 

• 

• 

• 

• 

Summary 
SCIENTIFIC AND ACADEMIC EXPERTS: Scientific and academic experts provided data, analysis and challenge, allowing rapidly emerging 

scientific understanding to feed directly into decision making. 
INDUSTRY EXPERTS, DELIVERY PARTNERS AND THE PRIVATE SECTOR: Working closely with industry experts and local delivery 

partners (including private sector), to ensure focus on customer/end-user. 
ACROSS THE CIVIL SERVICE: working across multiple or all departments on complex xgovt policy and response 

How? So what? 
WITH SCIENTIFIC AND ACADEMIC EXPERTS: Surge 
resourcing was brought in through Public Sector Research SCIENTIFIC and ACADEMIC experts can give valuable assurance, challenge, 

Establishment (Go-Science) & Interchange Programme (Go- Intel, and advice and are beneficial when brought in early. Wide engagement 

Science). Transparent, high profile and embedded nature of with considered representation avoids group think. We should further develop 

SAGE, multi discipline forums and boards (C19 TF, DCMS and maintain routes to get scientific and academic expertise into Government 

Events Research Programme), International Science Cell quickly and efficiently, perhaps following the SAGE model for in BAU settings 

(FCDO). The ability to utilise and bring INDUSTRY EXPERTS in could open new doors 
WITH INDUSTRY EXPERTS, DELIVERY PARTNERS AND and bring effectiveness, efficiency, customer satisfaction and trust in policy 
THE PRIVATE SECTOR: Co-production models (Shielding), making/delivery. Departments should ensure they have access to appropriate 
working with community and business groups. Film & TV expertise of affected industries in policy making and on steering boards. 
Production Restart scheme using industry experts to design 
deliver and promote the scheme as well as sit on decision Co—production is potential effective model to adopt more often. 

making boards 
ACROSS THE CIVIL SERVICE: information sharing using Collaboration, coordination and information sharing across govt was key in the 

existing forums, proactive early engagement with decision pandemic and should improve going forward, especially with Local Authorities 
makers, early engagement with other depts where possible on and regional providers. 
xgovt policies 
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Working Together - wide and early use of scientific 
and academic experts brings value 
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Working Together - working with industry experts and priv 
sector on industry solutions puts the customer at the heart 
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Working Together - using Co-Production as an effect 
service delivery model 
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Working Together - Improve collaboration across 
government 
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Useful links and source materials: 

•  Summary report 
•  Spreadsheet of departmental and functional returns and 

key lessons 
•  Evidence cards 
•  TF lessons learned summary doc 
• External literature review summary doc 
•  Existing Case Studies (MRU owned) 
•  Contact List 
•  Strength vidence spreadsheet 
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Prioritising staff wellbeing in the Cabinet Office C-19 Taskfo 

Link to key finding: Ensure leaders The most innovative element of the case study is not the wellbeing initiation, Iherr,,olves. but the 
prioritisation and resourcing of wellbeing in the context of many urgent and conflicting priorities This 

champion and resource staff within high-priority programmes in business as usual, particularly where the subject matter is 

Wellbeing to improve effectiveness. emotionally challenging. Wellbeing initiatives are of mutual benefit to staff and organisations. To be 
most effective, coordination roles should be resou rced in addition to existing resource, and enthusiastic, 
authentic senior championship is needed. 
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COVID-19 Press Partnership 

Link to key finding: Private Sector The Press Partnership is an example of government and private sector collaboration deployed at 

collaboration can be used 
key stages in the pandemic to deliver priority messaging. This may be applicable in future, 
particularly for future messaging around public health. The Press Partnership model represents 

effectively to deliver priority an effective model of communications in certain circumstances, but is one option in a menu 

messages to the public. ofcommstools. 
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Data Briefings to the Prime Minister 

Link to key finding: Putting the The RAPID project by 10 DS (No.10) is supporting depts. to set up APIs. 
latest and most relevant data and Benefits vs. risks of data sharing and varying data standards across 
analysis at the centre supports depts. present challenges. 
decision making Once API access and automated reporting have been set up, they are 

highly likely to continue to be used due to the efficiencies made. 
Training/selling benefits wil l help. 
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Film and TV production restart scheme 
SO WHAT? 

Link to key finding: Ensure dept have access to appropriate 
expertise by: 

formalising departments stakeholder networks/advisory 
groups to ensure quality and trust. 

- Consider a requirement to have an expert group for each 
area of departmental focus by default. Cases to be made 
for exceptions 

This project has informed the successful launch of a £750m live events reinsurance scheme by DCMS, and 
lessons have inspired schemes being explored by ❑LUHC in response to the Grenfell inquiry. Industry experts 
as members of steering boards will continue in DCMS, and all departments developing services can adopt close 
inclusion of the users in their designing. This level of industry involvement was a little further than DCMS usually 
engage, and exact replication may not be appropriate for some departments, but an increased level of 
engagement, and the ability to call upon trusted industry experts quickly will help future projects. Finding a way 
to have trusted stakeholders will help with sharing more openly, and allowing industries to work with government 
at a greater depth. 
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