Putting Citizens and
Businesses in Control - from
Procrustes to Proteus via
Haldane

WIPRO

Applying Thought

Geoff Llewellyn

Director — Public Sector

©2009 Wipro Ltd - Confidential



Procrustes, Proteus, Haldane — who they?! #
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* Procrustes

— WEe’'ll service you if you fit our tests and types, and if not
we’ll make you fit!

* Proteus

— WE’ll change shape and adapt the delivery to suit your
needs

e Haldane

— The architect of UK’s machinery of government in1918
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A new Haldane!?

* ‘“We are approaching the centenary of the Haldane Report. It is
time for a fresh look at the structure of government. It may be
that the current departmental structure remains appropriate,
but the frequent changes over the last decade suggest that the

time is ripe for a new review”

— Select Committee on Public Administration June 2007

_



The Haldane dilemma revisited a#
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e The Haldane dilemma:

— Structure around customer groups — “the persons or classes to be
dealt with”

— Structure around the production teams — “allocation according to the
services to be performed”

* Haldane decided that the complexity of different social groups
was too great and opted for “Departments”

* Information technology of the time was the telephone, paper
and liveried messenger!

e But....
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|00 years is a long time!
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What does this Protean approach look like?
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Wipro “eé Framework™ — |CSD Development
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Envision Evolve

Understand Undertake Review with
. . . Ensure
present service stakeholder Roll out solution Accept service stakeholders —

. ; Acceptance » :
delivery context consultation citizen, business

Assess citizen Process service Audit & measure

. Evolve solution Provide service i
requirement request Ensure conformity success outcome

Delineate citizen L . Service Address grievance Ensure Replicate best
Prioritize solution . .
need management & complaint sustainability practices

Ensure
Continuous Endorse success
improvement

Define future . [ 1d1119% Accept
. Develop solution
potential management feedback

Ensure

Detail solution Monitor & Control Correctives .
transformation

Finalize solution




Shift in focus — Department to Citizen Centric
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Shift of access point from department to service centre and over web, telephony, etc
Access & Ease : ; i :
thereby improving ease of access for citizen and business

Responsibility & Shift of responsibility of “getting service” by citizen to responsibility of government to
Accountability provide service accountably thus ensuring openness and transparency

Result Orientation Shift from ‘Output Based” to more focused “Outcome Based” approach

. . Shift from complex legal framework to efficient and simplified legal requirement thus
POIICY Environment creating an enabling environment

Continuous Involving and engaging citizen and business for continuous improvement in the way
Improvement the service is being delivered
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