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Artificial intelligence (AI): 

Blockchain: 

Cloud computing:

Data mining: 

Digital sensors: 

 
Internet of things (IoT): 

 

Interactive: 

Interoperability: 

 

Machine learning: 

 



 

 

Robotic process automation: 

 



 

 



 

 

 



 

 

costs and savings
 



 

 

customer experience,

o

o
o
o

societal effects of digitalisation processes  notable effects of the 
COVID-19 pandemic



https://www.mckinsey.com/business-functions/strategy-and-corporate-finance/our-insights/how-covid-19-has-pushed-companies-over-the-technology-tipping-point-and-transformed-business-forever
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Table 1. Mapping of research questions to report sections 

Research questions Corresponding report sections 



 

QSR

stakeholder interviews

26 

 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/560521/Production_of_quick_scoping_reviews_and_rapid_evidence_assessments.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/560521/Production_of_quick_scoping_reviews_and_rapid_evidence_assessments.pdf


 

additional literature searches



 

 

Digitalisation of the public sector and of welfare services has been seen as a 
way to increase the efficiency and cost-effectiveness of service provision in light 
of new pressure on services and increased financial constraints

 



 

digitisation 
digitalisation. 

Our findings show a stronger emphasis on ‘second wave’ forms of digitalisation 
where organisations are investing in their services to achieve savings.

 



 

Box 1 Digitalisation of municipal social service delivery in Trelleborg (Sweden)45,46 



 



 

These tensions highlight how 
automation also has negative effects, resulting in the need to assess efficiency 
gains against any indirect negative consequences for staff and service users.

Despite progress in introducing new digital technologies in service delivery, in 
practice, these new technologies are not widely used and therefore the evidence 
on their implications for service delivery is still evolving



 

 

Box 2 Digitalisation at county council level (UK) 



 

This focus on transactions indicates that less attention has been paid to more-
complex interactions and information provision in public sector digitalisation 
initiatives

the digitalisation of more-complex services, which go beyond simple 
transactions, such as those in welfare provision, is currently still limited.

 

Considerations for the DWP or other stakeholders in similar positions:  These 
findings indicate that there is a disconnect between interest in the use of more 
advanced digital technologies (such as AI and cloud computing), on the one hand, and 
the reality of the types of services that are being digitised and digitalised (which are 
still largely transactional), on the other hand. Organisations could consider taking a 
measured and incremental approach. They could first focus on ensuring adequate 
digitisation, and then work towards transactional digitalisation and, finally, more 
interactional digitalisation. Taking this incremental approach means organisations can 
consider the use of technologies such as RPA at appropriate times – technologies that, 
while providing considerable efficiency gains, have important costand service delivery 
implications.  

 

 

 



 

2.2.1 Measuring financial and economic costs 

system-level analysis,



 

cost-
effectiveness analysis.

software development and 
design science approach



 

 

 case study methodology.  

 

Significantly, this 
analysis shows that it is effective to isolate and then aggregate costs by service 
function when considering the total costs and savings of shifting to digital 
services  digitisation

digitalisation

challenges in measuring the costs and savings of digitalisation 



 

limited actionable evidence on the financial effects of digitalisation on the 
public sector. 

Considerations for the DWP or other stakeholders in similar positions: These 
findings highlight how accurately assessing costs (including costs per service) might 
prove challenging in the context of DWP’s work given the complex nature of the 
services provided. Some costs and savings may be difficult to quantify, especially 
given the interconnected nature of some of the services. DWP will likely have to use 
proxies for some of the necessary data points and could consider focusing on a 
service-by-service approach to measurement. This may help to get an accurate 
financial and economic assessment of digitalising a range of services. Finally, the link 
between service costs and service quality must be kept in mind, particularly when 
serving vulnerable customers. 



 

2.2.2 Measuring social costs 

these categories of social costs need to be considered at the broader, national 
level rather than at the level of individual organisations, because these social 
costs have to do with underlying national digital infrastructure and broader 
social policy



 

Box 3 Digitalisation in Cambridgeshire (UK) 

: 

 



 

Considerations for the DWP or other stakeholders in similar positions: 
Organisations such as the DWP should keep in mind the extent and nature of the social 
costs associated with the digitalisation of public services and factor these into their 
overall costs and savings analyses. In addition, organisations such as the DWP could 
seek to foster horizontal and vertical partnerships with local authorities and other 
national authorities to advocate for, shape and arrive at a unified, national approach to 
digital inclusion in order to better account for and meet the social costs (including those 
to do with affordability and access) related to the digitalisation process.

2.3.1 Staff-related costs and savings 

the 
need for staff training and support to realise the savings of digitalisation  



 

 

training rather than 
new hiring could be the more cost-effective option
digitalising services can contribute to reductions in staff-related costs

 



 

digitalisation is seen as one of the ways to 
address labour shortages

introducing digital services, such as smart assistants, led 
to redundancies among public sector staff

 

Considerations for the DWP or other stakeholders in similar positions: These 
findings indicate that while they are digitalising their services and assessing the overall 
staff-related costs and savings, organisations should factor in the costs of technical 
support and training, as well as the costs of putting in place other mechanisms to 
ensure that all staff can effectively use the technology. Organisations will also need to 
ensure that there is buy-in in the digitalisation process at the staff level and to put in 
place mitigation strategies to address any staff concerns in order to fully realise 
possible staff-related cost savings associated with digitalisation. While digitalising, 
organisations should also consider their current staffing position in terms of staffing 
requirements (surplus or deficit), as well as the types of services that various members 
of staff are responsible for (in terms of the extent to which they can and should be 



 

digitalised). In parallel, they should consider the costs and savings associated with 
digitalisation, as these factors are inextricably linked. 

2.3.2 Service-related costs and savings 

digitalisation can result in reduced costs and increased savings in 
service delivery

the use of welfare technology was 
found to reduce pressure on healthcare services

digitalisation may lead to
increased demand in the service that offsets the cost reductions associated with 



 

the shift to digital service delivery

. 

Considerations for the DWP or other stakeholders in similar positions: In order 
to realise the potential service-provision-related cost reductions of digitalisation, 
organisations should consider the trade-offs between cost savings and increased 
demand for services brought about by digitalisation. They should also factor in the 
interaction between customer-centric approaches and costs when assessing the cost 
and savings impacts of digitalisations related to service delivery.

 



 

2.4.1  Costs associated with the failure of digital channels 

There 
are numerous examples of failed digital channels across different industries, 
including in social services



 

failure of digital channels also comes at a financial cost,

A related cost that needs to be factored in with digitalisation relates to ongoing 
maintenance

Box 4 Digitalisation in Denmark 

https://www.oxfordhandbooks.com/view/10.1093/oxfordhb/9780190903084.001.0001/oxfordhb-9780190903084


 

 
Various strategies to avoid the failure of digital channels have been proposed.

 

These and other proposed 
strategies to avoid the failure of digital channels can also prove costly,



 

It must also be kept in mind that resisting digitalisation can be just as costly as 
failed digital channels

Considerations for the DWP or other stakeholders in similar positions: The 
prevalence and likelihood of digital channel failure suggests that, while they are 
digitalising, organisations should include digital channel failure in their overall risk 
assessment and put in place mitigation plans for this possibility in their digitalisation 
implementation strategy. In addition to ensuring that the systems deployed are sound 
and robust, organisations should factor in the need to put in place monitoring, 
maintenance and repair processes in order to avoid the costs associated with failed 
digital channels. The DWP should further consider the underlying costs of delaying 
digitalisation and the implementation considerations raised by the notion of technical 
debt.

2.4.2 Digital channel mixing costs and savings 
Putting in place multiple means for service access and delivery (channel mixing) 
is seen as a way to make services more cost efficient.



 

While the NAV example shows how channel mixing can be used as a cost-saving 
strategy, there is evidence that channel mixing results in increased demand in 
service delivery



 

 

 

 

 

 

https://www.gov.uk/service-manual/helping-people-to-use-your-service/encouraging-people-to-use-your-digital-service


 

Figure 1: Channel effectiveness 

Considerations for the DWP or other stakeholders in similar positions: While 
digitalising, organisations should keep in mind that individual circumstances, personal 
preferences and other factors make it difficult to calculate the rate of service use and, 
ultimately, of service costs. That being said, there is evidence to suggest that arriving 
at the optimal channel mix can bring cost savings for organisations. Key lessons from 
proposed channel mixing strategies include understanding customers and tailoring the 
target channel to their needs and preferences; providing a variety of channel options; 
and encouraging customers to, wherever possible, use self-service. Finally, 
organisations should also keep in mind the fact that more costly channels (such as 
face to face) also provide greater reassurance to customers than less costly channels 
(such as web self-service).

2.4.3  Interoperability costs and savings 

The fragmentation 
of information (e.g. having several databases of service users that exist in 
separate silos and don’t ‘talk’ to each other) is an obstacle to the digitalisation 
of social services.



 

Digital technologies can themselves help reduce this fragmentation, with digital 
welfare seen as a means for the public sector to become more interconnected

Similar to challenges in measuring costs, literature on the costs of 
interoperability is scarce

successful interoperability can only be achieved through broader 
coordination and standardisation within DWP and across public services



 

Figure 2: One Digital Public Sector Digital Strategy (Norway) 

Considerations for the DWP or other stakeholders in similar positions: While the 
ability to quantify the costs and savings of interoperability is limited, the lack of 
interoperability, fragmentation and limited data sharing appears to be an impediment 
to successful digitalisation. Therefore, organisations digitalising their services should 
aim to champion government actions to put in place strategies to coordinate and 
increase interconnectivity within and across all government departments in order to 
increase interoperability and data sharing – and with it, increase cost savings. 



 

Table 2. Key considerations for the DWP or other stakeholders  

Relevant Research Questions 
(RQs) 

Key considerations for the DWP or other 
stakeholders  

Digitalisation activities that organisations invest in to achieve savings 

Measuring the financial, economic and social cost of digitalising services 



 

Relevant Research Questions 
(RQs) 

Key considerations for the DWP or other 
stakeholders  

Potential costs and savings related to staff and service delivery 



 

Relevant Research Questions 
(RQs) 

Key considerations for the DWP or other 
stakeholders  

Costs and savings implications of failed digital channels, digital channel 
mixing and interoperability 



 

Relevant Research Questions 
(RQs) 

Key considerations for the DWP or other 
stakeholders  



 

Organisations have shifted customers onto digital channels through various 
means, including guaranteeing the availability of non-digital options. 



 

Considerations for the DWP or other stakeholders in similar positions: There are 
multiple methods for shifting customers successfully onto digital channels, including 
guaranteeing customers the availability of non-digital options, launching marketing or 
educational campaigns and creating engagement teams. 

3.2.1 Accessibility 
For customers who face travel-related stress and costs, the move to digital can 
increase access to services188; however, organisations can also increase access 
by tailoring their digital services to the needs of particular groups. This process 
may result in a decision to add or increase a non-digital alternative to a service.

Organisations considering digitising their services should also recognise the 
diversity  of their customer base, which implies that different needs exist within 
each customer group. 



 

As seen previously with larger customer groups, exploring the different 
circumstances of these cross-cutting segments can indicate how non-digital 
alternatives to a service might need to be introduced or enlarged to cater to their 
needs or preferences.

 



 

Considerations for the DWP or other stakeholders in similar positions: When 
designing digital services, care must be taken to not only understand the particular 
requirements for population segments (e.g. the elderly, people experiencing 
homelessness), but also inspect the variations within each segment according to major 
cross-cutting divisions (e.g. education level, economic status). The degree to which 
digital welfare services will need to be complemented or fully replaced with a non-
digital alternative or assistance will depend on the outcome of these analyses. 

3.2.2 Trust 

sufficient accountability

appropriate handling of privacy concerns through sufficient communication 
 



 

Considerations for the DWP or other stakeholders in similar positions: To ensure 
a sufficient level of trust in the digital service, the organisation in charge of service 
delivery must take into account the privacy concerns of the targeted users, 
transparently communicate their rights and ensure the existence of adequate 
mechanisms of accountability related to the service itself. 

3.2.3 Aesthetic experience, usefulness, ease of use 
and interactivity 

https://doi.org/10.1016/j.techfore.2019.119883


 

https://doi.org/10.1016/S0378-7206(02)00079-4


 

Considerations for the DWP or other stakeholders in similar positions: When 
designing digital services, particular attention should be paid to ensuring a sufficient 
level of aesthetic experience in order to increase the likelihood that users will have a 
positive emotional reaction and thereby continue to use the service. Usefulness and 
ease of use appear to also help both first adoption and continued use of the service. 

3.2.4 Context 

ensure a reduced 
performance risk 

to 
“stimulate local participation and feelings of connectedness

eliminate stress and costs related to travel 

when they place too much of a burden on users

if the customer is in an urgent, stressful 
situation

https://doi.org/10.1080/0267257X.2020.1739454


 

 where personal or 
emotional connections are important

Considerations for the DWP or other stakeholders in similar positions: When 
designing digital services, sufficient attention must be paid to ensure the digital service 
is designed for an appropriate context. Digital services should be designed in such a 
way as to avoid imposing an undue burden on the service user, and consideration 
should be given to the suitability of digital channels in the context of urgent, acute or 
distressing customer experiences. 

 



 

 



 

Table 3. Key considerations for the DWP or other stakeholders (research questions 
relating to customer experience) 

Relevant RQ(s) Key considerations for the DWP/other 
stakeholders  

Strategies used to shift customers onto digital channels 

Factors affecting the customer experience of digital services 



 

Relevant RQ(s) Key considerations for the DWP/other 
stakeholders  



 



 

Considerations for the DWP or other stakeholders in similar positions: Inequity 
remains the main societal effect of digitalisation processes discussed in the reviewed 
literature, and these issues became more pronounced in the context of the COVID-19 
pandemic. While digitalising their services, organisations should ensure that vulnerable 
populations are spared from negative effects (including accessibility issues related to 
either the service or the internet and its supporting technology). 

The pandemic has allowed for new types of or improved 
services to be provided

There is some evidence that customers who moved to online 
channels during COVID-19 will continue to use them 



 

Considerations for the DWP or other stakeholders in similar positions: Evidence 
indicates not only that the pandemic accelerated the creation and uptake of digital 
services, some of which would not have been created otherwise, but also that most 
users will continue to use digital services with the same frequency in the future. 

Table 4. Key considerations for the DWP or other stakeholders (research questions 
relating to o the social impact of digitalisation and learnings from COVID-19) 



 

Topic area Relevant 
RQ(s) 

Key considerations for the DWP/other stakeholders  



 

Limitations of the evidence generated from digitalisation experiences so far and 
the extent to which this body of evidence can inform digitalisation strategies 

Lessons learned from digitalisation experiences – limited opportunities for cost 
savings in some contexts 



 

Lessons learned from digitalisation experiences – risks related to social impact 

Lessons learned from digitalisation experiences – customer experience

  



 

Appendix A. Methodology of the quick 
scoping review 

Objectives of this quick scoping review 

Steps followed as part of this quick scoping review 

Step 1: Identify and refine databases, search terms, and inclusion and exclusion 
criteria 

Web of Science Google Scholar
 

Error! 
Reference source not found.



 

Table 5 Search terms 

Used in Google 
Scholar  
Main search terms 
relating to digitalisation 
(Search 1): 

("digital services" OR "online services" OR “online platform” OR “digital 
platform") (“UK” OR “United Kingdom” OR “England” OR “OECD” OR 
“Singapore”) 

Search relating to 
COVID-19 (Search 2) 

("digital services" OR "online services" OR “online platform” OR “digital 
platform") (“covid*” OR “corona*) (“UK” OR “United Kingdom” OR 
“England” OR “OECD” OR “Singapore”) 

Search relating to welfare 
services (Search 3):

("digital services" OR "online services" OR “online platform” OR “digital 
platform") (“welfare” OR “benefits” OR “unemployment” OR “pension”)
(“UK” OR “United Kingdom” OR “England” OR “OECD” OR 
“Singapore”) 

Search relating to costs 
and savings (Search 4) 

("digital services" OR "online services" OR “online platform” OR “digital 
platform") (“cost savings”) (“UK” OR “United Kingdom” OR “England” 
OR “OECD” OR “Singapore”) 

Search relating to social 
impact (Search 5) 

("digital services" OR "online services" OR “online platform” OR “digital 
platform") (“customer” “social impact” “customer experience”) (“UK” 
OR “United Kingdom” OR “England” OR “OECD” OR “Singapore”) 

Terms narrowing the 
scope (included in 
previous searches): 

“UK” OR “United Kingdom” OR “England” “OECD” OR “Singapore” 

Used in Web of 
Science 

 

Main search terms 
relating to digitalisation 
(Search 6):  

("digital services" OR "online services" OR “online platform” OR “digital 
platform") AND (“UK” OR “United Kingdom” OR “England” OR “OECD” 
OR “Singapore”)

Search relating to 
COVID-19 (Search 7) 

("digital services" OR "online services" OR “online platform” OR “digital 
platform") AND (“covid*” OR “corona*) AND (“UK” OR “United Kingdom” 
OR “England” OR “OECD” OR “Singapore”) 

Search relating to welfare 
services (Search 8) 

("digital services" OR "online services" OR “online platform” OR “digital 
platform") AND (“welfare” OR “benefits” OR “unemployment” OR 
“pension”) AND (“UK” OR “United Kingdom” OR “England” OR 
“OECD” OR “Singapore”)  

Search relating to costs 
and savings (Search 9) 

("digital services" OR "online services" OR “online platform” OR “digital 
platform") AND (“cost*” OR “savings”) AND (“UK” OR “United Kingdom” 
OR “England” OR “OECD” OR “Singapore”) 

Search relating to social 
impact (Search 10) 

 

("digital services" OR "online services" OR “online platform” OR “digital 
platform") AND (“customer” OR “social impact” OR “customer 
experience”) AND (“UK” OR “United Kingdom” OR “England” OR 
“OECD” OR “Singapore”) 



 

Terms narrowing the 
scope (included in the 
previous searches):  

(“UK” OR “United Kingdom” OR “England” OR “OECD” OR 
“Singapore”) 

Step 2: Carry out the search 

Step 3: Remove duplicates, screen and select sources for the review 

Table 6 Inclusion and exclusion criteria 

Included in the quick scoping review 

Excluded from the quick scoping review



 

Box 5 Search terms 

o
o
o
o
o 20

: 
o
o
o
o
o 45
o 65

63

44

 

Step 4: Review the full texts 

Step 5: Fill in remaining evidence gaps 

 

  



 

Appendix B. Interviewees and interview 
protocol 

Table 7 Interviewees 

Interview code Type of organisation  

 
  



 

Interview protocol: 

SECTION A: INTRODUCTION/BACKGROUND 
Could you please tell me about your organisation and your role? 

The discussion today will focus on the process of digitalising services. What do 
you understand by the term digitalisation?

digitalisation  

 digitalisation 

To what extent and how do these terms (either or both) apply to your own 
organisation’s experience? 
 
SECTION B: OVERVIEW OF THE ORGANISATION’S DIGITILISATION EXPERIECE 
AND PROCESS 

Please could you start by telling me about the services digitalised by your 
organisation. 

When and how was a decision reached to digitalise these services? 

 
What prompted you to digitalise these services? What were your key 
motivations or ambitions? 

o



 

o
o
o

Do the digital services offered by your organisation sit alongside other (non-
digital) services and if so, how? 

Please can you talk me through the process of shifting customers onto digital 
services in this case. 

o
o

o

o

Were digital services tested or piloted prior to roll-out and if so, how? 

What issues or teething problems (if any) did you experience with the initial roll-
out of digital services? 

o
 
SECTION C: IMPACT OF DIGITALISING SERVICES 

What has been the financial impact of digitalising services for your 
organisation? 



 

What impact has digitalising services had on staffing in your organisation? 

What impact has digitalising services had on customers/users? 

o

o
o
o

What impact has digitalising services had on the quality of services provided by 
your organisation, including the efficiency of service provision? 

 
What impact has digitalising services had on processes for data sharing in your 
organisation? 

o
o

 
Have you measured or quantified the impacts of digitising services in any of 
these categories?

o
o
o
o
o



 

o
o

 
Are you able to share any specific data or information about costs, savings and 
other outcomes associated with digitalising services in your organisation?
 
What have you learned from the digitalisation process? 

What would you do differently next time? 

 
SECTION D: IMPACT OF COVID-19 
Did your organisation introduce or accelerate digitalisation processes in 
response to the COVID-19 pandemic and if so, how? 

What did you learn from digitalising services in the context of the COVID-19 
pandemic? 

CONCLUSION 
 
Is there anything else that you would like to add that we haven’t mentioned so 
far? 
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