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01
Digital transformation is changing 
the way we use public services. Since 
the introduction of the Government 
Transformation Strategy 2017 by the 
Government Digital Service (GDS), 
public sector organisations have set 
out to transform the relationship 
between citizen and state. 

We are now in an age when technology is 

integrated into public sector bodies across the 

UK, and the two must work in tandem to help 

these partnerships work and run smoothly.

It’s reassuring to see that most public sector 

organisations are embracing opportunities to 

deliver digital services, meaning new and 

innovative ways are being introduced so 

organisations can serve their customers in the 

best and most modern way possible. 

The GDS launched the Technology Innovation 

Strategy in June 20191, setting out a national 

approach to public sector innovation. The 

strategy focuses on the themes of people, 

processes, data and technology, and includes 

key pledges to tackle legacy technology, as 

well as updating standards and guidance for 

technology and exploring seconding senior 

civil leaders to industry to gain insights into 

experimentation that they can bring back to 

government. 

While these developments are reassuring to 

see, GDS and public sector bodies need to 

work together to make sure these goals are 

fully achieved in these last few crucial 

months of delivering the Government 

Transformation Strategy. 

The GOSS Digital Self-Service in the Public 

Sector Survey is the UK’s largest and most 

comprehensive review of current practices in 

government organisations. In our fifth 

annual Digital Self-Service report, we 

examine the current landscape of digital 

self-service across the sector and look at how 

organisations are hoping to progress their 

initiatives in the coming years. 

INTRODUCTION

1..https://www.computerworld.com/article

/3412240/the-major-milestones-of-the-go

vernment-digital-service-gds.html#slide6
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GOSS help their clients tackle their digital 

transformation challenges through their innovative 

use of online and digital centred solutions. With over 

20 years of experience in this field, GOSS are at the 

forefront of creating and developing pioneering 

digital platform, self-service, forms and content 

management technologies. 

Their experience in delivering these solutions has 

meant GOSS technology now underpins many of 

ABOUT GOSS INTERACTIVE

the UK's leading public sector websites, included 

within this are over 70 local government, police and 

NHS organisations. The solutions GOSS create and 

provide are tailored to help organisations meet their 

business goals by promoting channel shift, 

delivering cost reductions, transforming services and 

encouraging efficient customer self-service.  



Survey respondents represented a broad cross-section of roles across the public sector. 

These included: 

 ■   Administration

 ■   Business Management

 ■   Chief Executive / Deputy

 ■   Contract Services

 ■   Corporate Services

 ■   Customer Services

 ■   Digital

 ■   E-Government

 ■   Finance Management

 ■   General Manager

 ■   Information

 ■   IT Management

 ■   IT Technical Lead

 ■   Marketing / Communications
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SURVEY METHODOLOGIES 
AND RESPONDENTS’ PROFILE

 ■   Operations

 ■   Organisational Planning

 ■   Partnerships

 ■   Performance

 ■   Planning

 ■   Programme Management

 ■   Project

 ■   Quality Assurance Risk

 ■   Senior Manager

 ■   Service Delivery Strategy

 ■   Sustainable Communities

 ■   Training and Transformation 

        / Change Management

This survey was conducted by Surveys in Public Sector in partnership with GOSS 
Interactive. The project ran from Friday 12 April to Friday 27 September 2019.
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202 individuals from 173 unique organisations 

participated in the survey, each of whom will have 

received a complimentary copy of the findings 

report. There was no inducement to take part in the 

survey, and GOSS Interactive were not introduced 

as the survey partner.
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The results displayed throughout this report are 

based on the responses of those who fully 

completed the questionnaire and are displayed 

as a percentage of this group, unless explicitly 

stated otherwise.

Sector breakdown

Top responding job functions

19%

39%

21%

17%

4%
Central Government & NDPBs

Emergency Services

Housing

Local Government

NHS

80%0% 20% 40% 60%

Operations

Senior Management

Customer Services

Marketing / Communications

IT Management 51%

37%

20%

17%

16%
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Over a quarter (27%) of our 
survey respondents believe that 
their organisation is missing key 
opportunities to deliver services 
digitally

Digital transformation in the public sector is 

nothing new, yet many still battle 

challenges that stand in the way of 

achieving true change. While 27% state they 

are missing key opportunities to deliver 

services digitally, a further 51% report they 

are faced with barriers that prevent them 

from widening service availability. 

03
KEY FINDINGS

3.1

“To what extent do you feel your 
organisation has embraced the need 
for digital transformation?”

I believe our organisation fully embraces all 

opportunities to deliver services digitally

I believe our organisation embraces many 

opportunities to deliver services digitally, though 

there are key barriers that stand in our way to 

widening service availability

I believe our organisation embraces some 

opportunities to deliver services digitally, but 

ultimately misses key opportunities and could 

improve on this in the future

I believe our organisation doesn’t embrace any 

opportunity to deliver services digitally

Other – please specify

Don’t know

51%

27%

18%
1%

1%2%



42%

50%

30%

41%

49%

13%

57%

21%

11%

2%

3.1CONTINUED

When we consider specifically the barriers 

that are hindering progress, the migration 

away from legacy systems is the most 

common difficulty (57%), perhaps not 

surprising given the well-known issues 

with legacy systems across the sector. The 

cost of transformation is also high on the 

list, with half of all respondents suggesting 

this is a key issue for their organisation. 

Interestingly, a lack of in-house skills, 

technology and resources is a significant 

challenge for 49% of participants which, 

given a concern among many about the 

impact of Brexit on the availability of skills, 

could indicate a lack of preparedness 

across the sector.

“Of the following, what are the biggest 
barriers you believe are inhibiting 
digital self-service implementation in 
your organisation?”

08

Changing customer behaviours 

Cost of transformation

Internal corporate buy-in

Lack of funding

Lack of in-house skills, technology 
and resources

Lack of supplier support

Migration from legacy systems

Time taken to see ROI of 
transformation

Other – please specify

Don’t know

0% 20% 40% 60%
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69%

48%
44%

58%

10% 10%

When asked what successful 
digital transformation looks like 
for them, participants most 
commonly look towards an 
increase in online service 
transactions (69%)

However, there is a broad range of other 

targets; for instance, 58% of participants 

expect to see an increase in savings for 

their organisation through the delivery of 

services online, while a further 48% are 

looking for an increase in the number of 

unique customers using online services.

3.2
“How does your organisation define 
digital self-service success?”

60%
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Yet, despite participants acknowledging 

their overall goals, the percentage of 

respondents who are happy with their 

digital self-service strategy has dropped 

compared to last year, down from 44% to 

37%, while almost a third (28%) don’t 

currently have a strategy in place. 

3.2CONTINUED

“Does your organisation have a 
digital self-service strategy?”

Yes

Yes, but our strategy needs reviewing

No, and we are not looking to put a strategy in place

Don’t know

No, but we are looking to put a strategy in place

10%

8%

28%

17%

37%



Finance 
17% 82%

IT 

49%
Business Operations

15%
Procurement

33%
Marketing /

Communications 

41%
Customer Services

16%
Other

4%
Don’t Know

“Which department(s) are 
responsible for your organisation’s 
digital transformation?”

Looking at the areas of businesses which 

have responsibility for transformation 

strategies, IT is increasingly prominent, going 

from 73% last year up to 82% this year. Other 

prominent areas are business operations 

(49%) and customer services (41%).

3.2CONTINUED
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1% 1%

7%

27%

3%

28%

16%

There has been little progress in 
the last three years in terms of 
delivery of more services by 
online or digital self-service 
mechanisms

When asked in 2016 how many services 

participants believed their organisation 

would deliver via these channels over the 

next three years, over a quarter (27%) said 

75% to 99% would be delivered, with a 

further 28% saying 50% to 74%. However, in 

2019, just 7% state that 50% to 74% of 

services are currently being delivered by 

online or digital self-service mechanisms, 

with only 2% saying 75% to 99% are 

delivered this way.

3.3
“What percentage of your 
organisation’s services will be delivered 
in the next few years by online/digital 
self-service mechanisms?” 
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13%

2%

15%

22%

7%

19%
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10%

17%
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1% 1%

7%

27%

3%

28%

16%

0%

2016 Actual Percentage of delivery
 
2019 Actual Percentage of delivery

2016 Prediction for 2019 Percentage of delivery
 
2019 Prediction for 2022 Percentage of delivery



Very confident 

Confident 

Neutral Other

Not very confident 

Not at all confident 

1%

33%

47%

8%10%
1%

Despite this trend, however, participants 

remain optimistic for the future. 42% of 

participants expect over half of their 

services to be delivered via online or digital 

self-service mechanisms by 2022, with a 

third of this group (14% total) indicating that 

this is anticipated to represent up to 99% of 

their services.

Yet, critically, just 8% of participants are 

‘very confident’ that their organisation is 

ready and able to respond to ongoing 

digital and self-service transformation 

challenges. In fact, just over half (55%) are 

either 'confident' or 'very confident' that 

this is the case, suggesting that there is a 

way to go for many before they are able to 

meet their high expectations for the future.

3.3CONTINUED

“How confident are you in your 
organisation’s readiness to respond to 
ongoing digital transformation and 
self-service challenges?” 

13
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3.4
One of the key drivers for 
change across the sector is 
improving services for the 
customer and citizens (52%)

It is encouraging to see that service 

improvement for the benefit of the general 

public is by far the most common and 

important driver, ensuring that the citizen 

experience is at the top of the agenda. 

Unsurprisingly, the need to create internal 

efficiencies (19%) and reducing operating 

costs across the organisation (18%) are also 

major concerns for participants.

When we asked participants what 

solutions in particular they felt could 

improve self-service delivery in their 

organisation, we found that providing 

customers with a single view to see all 

transactions across all channels (59%) and 

improved online forms (60%) are 

significant priorities for many. The most 

important aspect, however, is given as the 

implementation of new systems and 

processes that can integrate with existing 

systems (69%). With many experiencing 

issues around migrating from legacy 

technology, it is not a surprise to see this as 

a top concern for more than two-thirds of 

our respondents.

“Of the following, which would you 
identify as being the single most 
important factor driving your 
organisation’s digital transformation?” 

“Which of the following solutions do 
you believe could improve self-service 
delivery in your organisation?” 

Improved customer insight

Improved services for citizens 
and customers

Improved internal efficiencies

Quicker collection of revenue

Reduced human interaction 
and errors

Reduced operating costs

Other – please specify

0% 20% 40% 60%

A responsive website, 
optimised for desktop, tablet 

and mobile

A single view of the customer 
to see all transactions across all 

channels

An online portal for customers 
to complete and track service 

requests

Assisted service where staff 
help customers complete 

online transactions

Dashboards that display the 
level of online service 

transactions

Improved online forms

Integrating AI and chatbot 
technology with services to 

enable automated self-service

Offline/mobile working for staff 

Systems and processes that 
can integrate with existing 

systems

Other – please specify

Don’t know

0% 20% 40% 60% 70%

5%

52%

51%

59%

57%

40%

34%

60%

49%

43%

69%

6%

4%

19%

1%

3%

18%

2%



Citizen portal
54% 10%

Face-to-face

25%
AI and chatbots

12%
Virtual assistants

(Alexa, Google, etc)

26%
Telephony/Interactive

 Voice Response

31%
Call centre

65%
Website

Don’t know

5%
Other – please specify

13%

3.4CONTINUED

Thinking specifically about the service 

delivery channels organisations are looking 

to develop in the coming three years, there 

is a clear design to adopt more advanced 

technologies, such as chatbots, AI and 

virtual assistants (37%). Yet, many reveal 

that more ‘traditional’ channels are still 

being developed, including website 

improvements (65%) and citizen-facing 

portals (54%). This is crucial – it is essential 

organisations are able to successfully 

transform and improve services citizens 

expect as standard, before they proceed to 

embrace more modern solutions.

“Of the following, which service 
delivery channel(s) do you believe 
are set to receive the most 
development in your organisation 
over the next three years?” 

15



Many participants think that 
their organisation will save a 
significant amount of money 
via the introduction of digital 
self-service – although some 
survey participants state that 
this will take longer than 12 
months

When it comes to considering areas of 

business where budgets will be prioritised 

in the coming year, enhancing or 

introducing a customer portal that enables 

customers to complete and track requests 

(50%) is high on the agenda, closely 

followed by website design improvements 

(42%) and reporting systems/services.

3.5

“In the next 12 months, how much do 
you expect to save through delivery of 
services via self-service mechanisms?”
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Booking systems/services 

Customer portal enabling customers 
to complete and track requests

Internet for better staff 
communications

Licensing systems/services

Live chat where customers can ask 
questions online

Reporting systems/services

Website design improvements 

Other – please specify

Don’t know 

“What service areas will you be 
prioritising your budget on in the 
next 12 months?”

31%

50%

24%

12%

16%

33%
42%

5%
21%

0% 20% 40% 60%
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04
RECOMMENDATIONS

4.1 Develop a fit-for-purpose strategy 
before doing anything else

It goes without saying, failing to plan is planning to 

fail. While the number of organisations with a 

strategy for digital self-service remains high, almost 

a third of survey respondents are still without one. 

It could be argued that the pace of change could 

have quickly dated strategies that were conceived 

when this survey first began five years ago, though 

it's also possible that many weren’t fit for purpose 

in the first place. Therefore, ensuring your 

organisation has a well-developed and fit for 

purpose digital self-service strategy which is 

focused around the needs of the customer is 

essential to making digital self-service and 

transformation delivery a success. 

4.2 Walk before you can run

It’s encouraging to find that many respondents 

now have a good idea of who their customers are 

and what they want their organisation to achieve 

using digital services. But as public sector 

organisations become increasingly confident, more 

are looking to new technologies such as chatbots 

and artificial intelligence to help them deliver more 

sophisticated services. Some even believe that 

emerging tech will somehow solve their online 

challenges, despite more than half stating that 

their websites and citizen-facing portals still need 

improvement.

Therefore, while we support the use of new 

technologies, getting the basics right should never 

be underestimated in organisations’ drive to deliver 

digital self-service to their customers. Without the 

right underlying operating model in place, there is 

a real risk that many are trying to run before they 

can walk, which ultimately might create significant 

gaps in basic online service delivery. 

4.3 Set realistic goals for digital 
self-service delivery

Ambition is a great thing to have, though ambition 

at the cost of delivery is decidedly not. Despite the 

respondents in our 2016 survey setting lofty 

ambitions to deliver between 50% and 99% of 

services online by 2019, many organisations have 

failed to do so. This is a trend we see year-on-year in 

the results of this annual survey, with the reality 

being only 9% of respondents believe they’ve 

achieved this goal. And what’s more, despite not 

fulfiling their earlier goals, many still have equally 

high ambitions for the three years to 2022. 

Therefore, pragmatism in setting goals for digital 

self-service is vital for organisations to actually 

achieve their digital transformation aspirations. 

When we dream big, the demoralising effect of 

missing such high targets is often overlooked. 

Taking an agile approach to project delivery will 

help organisations break down lofty goals into 

manageable chunks, enabling those responsible 

for digital self-service delivery to envision a realistic 

end point on timelines for such projects.   



75% reduction in costs to serve the 
customers of Powys County Council

Powys County Council have recently switched to using the 

GOSS Digital Platform in order to counteract the manual 

processing of customers’ requests and reduce unnecessary 

costs. Previously Powys used multiple back-end systems that 

didn’t communicate with each other, which ultimately led to 

frustration for both staff and customers. 

With their new GOSS Digital Platform Powys have been able to 
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CASE STUDIES

easily design, implement and adapt online processes in a way that meets the changing needs of customers and council services. 

The integrated CRM of the platform has also enabled Powys to integrate workflows all the way from online request to fulfilment.

Since the introduction of the GOSS Digital Platform the majority of customers using Powys’s most popular services now do so 

using online self-service, delivering estimated channel shift savings of more than £55,000 in the first six months in waste services 

alone – representing a 75% cost reduction. These estimated figures are based on SOCITM figures for channel value benchmarking.

Website redesign transforms user 
experience for Welwyn Hatfield customers 

A new website designed and built in collaboration with the 

GOSS Creative team has enabled an intuitive user experience to 

help deliver the digital services customers demand from 

Welwyn Hatfield Council. Welwyn Hatfield's previous website 

principally suffered from being inward-looking, using internal 

council terminology rather than terms customers would 

understand. Additionally, the website gathered vast amounts 

18

oflegacy content over the years without considering the 

discoverability complications this would create.  

Together Welwyn Hatfield and the GOSS Creative team used an amalgamation of Google Analytics and customer behaviour 

data to develop a new website structure which was intuitive to navigate but also with a pleasing user experience. Upon 

launch around 90% of council services are accessible from the homepage. The site’s intuitive search function also means 

customers can now quickly find whatever they’re looking for without the need for complex menus. 

experience for Welwyn Hatfield customers

GOSS Creative team has enabled an intuitive user experience to 

principally suffered from being inward-looking, using internal 
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New CRM and self-service platform 
delivers 8,000+ customer portal sign-ups 
for Chiltern and South Bucks District 
Councils

For citizens living in the Chilterns and South Bucks, 

interacting with the local councils used to be a frustrating 

and inconsistent experience. Until quite recently the two 

authorities, Chiltern District Council and South Bucks District 

Council, worked in partnership but with no joined-up single 

customer management system in place. The result was duplicated effort across the two authorities, with time and money 

wasted on the manual processing of requests into the relevant back-office systems. 

To rectify this, Chiltern and South Bucks turned to the GOSS Digital Platform to provide them with a joined-up solution, 

which would also be able to offer self-service functionality and a CRM-lite system. Upon rollout of new services using the 

GOSS Digital Platform, Chiltern and South Bucks have received 8,000+ customer profile sign-ups, and 30,000 online 

customer requests have been raised using the new platform – all within the first three months of going live. Figures in 

these three months also indicate a channel shift of a staggering 75% of all service requests raised by customers with no 

council intervention.
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06
SURVEY QUESTIONS

Percent

Question:  

Answer

To what extent do you feel your organisation has embraced the 
need for digital transformation?

I believe our organisation fully embraces all opportunities to deliver services digitally

I believe our organisation embraces many opportunities to deliver services digitally, 
though there are key barriers that stand in our way to widening service availability

I believe our organisation embraces some opportunities to deliver services digitally, but 
ultimately misses key opportunities and could improve on this in the future

I believe our organisation doesn't embrace any opportunity to deliver services digitally

Other - please specify

Don't know

18%

51%

27%

1%

2%

1%

Percent

Question:  

Answer

Does your organisation have a digital self-service strategy?

Yes

Yes, but our strategy needs reviewing

No, but we are looking to put a strategy in place

No, and we are not looking to put a strategy in place

Don't know

 37%

 17%

28%

 8%

10%

Percent

Question:  

Answer

Which department(s) are responsible for your organisation's 
digital transformation? Please tick all that apply.

Business operations

Customer services 

Finance

IT

Marketing / Communications

Procurement

Other - please specify

Don't know

 49%

41%

17%

82%

33%

15%

16%

4%



Percent

Question:  

Answer

How does your organisation define digital self-service success? 
Please tick all that apply.

An increase in online services transactions 

An increase in the number of unique customers using online services

A reduction in one-to-one contact with customers

An increase in savings for our organisation through the delivery of services online

Other - please specify

Don't know

69%

48%

44%

58%

 10%

11%

Percent

Question:  

Answer

How confident are you in your organisation's readiness to respond to 
ongoing digital transformation and self-service challenges?

Very confident

Confident

Neutral

Not very confident

Not at all confident

Other - please specify

8%

47%

33%

10%

1%

 1%

Percent

Question:  

Answer

Of the following, what are the biggest barriers you believe are inhibiting digital 
self-service implementation in your organisation? Please tick all that apply.

Changing customer behaviour

Cost of transformation

Internal corporate buy-in

Lack of funding

Lack of in-house skills, technology and resources

Lack of supplier support

Migration from legacy systems

Time taken to see ROI of transformation

Other - please specify

Don't know

42%

50%

30%

41%

49%

13%

57%

21%

 11%

2%

21
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Percent

Question:  

Answer

Which of the following solutions do you believe could improve self-service 
delivery in your organisation? Please tick all that apply.

 51%

57%

34%

49%

69%

A responsive website, optimised for desktop, tablet and mobile

A single view of the customer to see all transactions across all channels

An online portal for customers to complete and track service requests

Assisted service where staff help customers complete online transactions

Dashboards that display the level of online service transactions

Improved online forms 

Integrating AI and chatbot technology with services to enable automated self-service

Offline/mobile working for staff 

Systems and processes that can integrate with existing systems

Other - please specify 

Don't know

59%

40%

60%

43%

6%

4%

Percent

 

Answer

Currently delivered:

Question:  What percentage of your organisation's services are currently delivered, or will 
be delivered in the next few years, by online/digital self-service mechanisms?

0 to 5%

6 to 10%

11 to 24% 

25 to 49%

50 to 74%

75 to 99%

100%

Don't know

  13%

 15%

22%

 19%

 7%

 2%

 0%

 22%
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Percent

 

Answer

Will be delivered within the next 3 years:

0 to 5%

6 to 10%

11 to 24%

25 to 49%

50 to 74%

75 to 99%

100%

Don't know

   2%

  4%

 10%

  17%

  28%

 14%

 0%

 25%

Percent

Question:  

Answer

Of the following, which service delivery channel(s) do you believe are set to
receive the most development in your organisation over the next three years? 
Please tick all that apply.

AI and chatbots

Call centre

Citizen portal

Face-to-Face

Telephony / Interactive Voice Response

Virtual assistants (Alexa, Google, etc)

Website

Other - please specify

Don't know

    35%

   31%

  54%

   10%

 26%

  12%

  65%

 5%

  13%

Percent

Question:  

Answer

Of the following, which would you identify as being the single most important
factor driving your organisation's digital transformation?

Improved customer insight

Improved services for citizens and customers

Improved internal efficiencies

Quicker collection of revenue

Reduced human interaction and errors

Reduced operating costs

Other - please specify

     5%

    52%

   19%

    1%

  3%

   18%

   2%
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Percent

Question:  

Answer

Do you believe that your current self-service system supports your digital 
self-service strategy?

Yes

Yes, but we are upgrading it to support more services

Undecided

No, it's complex or doesn't do what we need it to, so we are looking at alternatives

No, we will be replacing it within the next 12 months and have already selected our solution

Don't know

 11%

 36%

  17%

  16%

  8%

  12%

Percent

Question:  

Answer

In the next 12 months, how much do you expect to save through the 
delivery of services via self-service mechanisms?

Up to £250k

£250k to £500k

£500k to £1m

£1m to £3m

£3m to £5m

£5m to £10m

£10m+

Other - please specify

  41%

 10%

 7%

 2%

   1%

   0%

   1%

   38%

Percent

Question:

Answer

What service areas will you be prioritising your budget on in the next 
12 months? Please tick all that apply.

Booking systems/services

Customer portal enabling customers to complete and track requests

Intranet for better staff communications

Licensing systems/services

Live chat where customers can ask questions online

Reporting systems/services

Website design improvements

Other - please specify

Don't know

 31%

 50%

  24%

 12%

    16%

    33%

    42%

    5%

    21%



07
PARTICIPATING ORGANISATIONS

Central Government
Department for Environment, Food and Rural Affairs
Department for Work and Pensions
Fire Service College
Government Legal Department
Highways England
Home Office
Kent, Surrey and Sussex Community Rehabilitation 
Company
Ministry of Defence
Planning Inspectorate
Reserve Forces' and Cadets' Associations 
Rural Payments Agency
The Parliamentary and Health Service Ombudsman
The Scottish Government

Emergency Services
Bedfordshire Police
Cambridgeshire Constabulary
College of Policing
Lancashire Fire and Rescue Service
Metropolitan Police Service
Police Scotland
South Yorkshire Police 

Housing Associations
Adactus Housing Association
Aldwyck Housing Association
Berneslai Homes
Bield Housing Association
Blue Triangle (Glasgow) Housing Association
Cartrefi Cymunedol Gwynedd
East Kent Housing
EMH Homes
Greenfields Community Housing
Hanover Housing Association
Homes for Haringey
Howard Cottage Society
Incommunities
Longhurst Group
Maryhill Housing Association 

Milnbank Housing Association
Newlon Housing Trust
North Devon Homes
One Housing Group
One Manchester
Ongo Homes
Optivo
PA Housing
Parkhead Housing Association
Phoenix Community Housing
Queens Cross Housing Association
Scottish Borders Housing Association
Soha Housing
South Tyneside Homes
Southway Housing Trust
Tamar Housing Society
Two Rivers Housing
United Communities
Vale of Aylesbury Housing Trust 
Valleys to Coast Housing
Watmos Community Homes
WHG
Worthing Homes
Wrekin Housing Trust

Local Government
Adur & Worthing Councils
Angus Council
Ashfield District Council
Ashford Borough Council
Aylesbury Vale District Council
Barnet London Borough Council
Barnsley Metropolitan Borough Council
Bath and North East Somerset Council
Birmingham City Council
Bolsover District Council
Borough of Barrow in Furness
Borough of Poole
Bournemouth, Christchurch and Poole Council
Cambridge City Council
Camden Council

Chichester District Council
Cornwall Council
Coventry City Council
Craven District Council
Dartford Borough Council
Daventry District Council
Doncaster Metropolitan Borough Council
Dover District Council
Dudley Metropolitan Borough Council
Durham County Council
Ealing Council
East Lothian Council
Eastbourne Borough Council
Eastern Shires Purchasing Organisation
Eastleigh Borough Council
Epping Forest District Council
Epsom and Ewell Borough Council
Gedling Borough Council
Gloucester City Council
Guildford Borough Council
Gwynedd Council
Hartlepool Borough Council
Horsham District Council
Leeds City Council
Milton Keynes Council
Moray Council
Newcastle Under Lyme Borough Council
North East Derbyshire District Council
North Lanarkshire Council
North Norfolk District Council
North Tyneside Council
Oxford City Council
Plymouth City Council
Portsmouth City Council
Preston City Council
Reigate and Banstead Borough Council
Scarborough Borough Council
Sevenoaks District Council
Stafford Borough Council
Staffordshire County Council
Stoke-on-Trent City Council
Stratford-on-Avon District Council
Telford and Wrekin Council
The Education Authority
Tower Hamlets Council
Tunbridge Wells Borough Council
Wakefield Council
Warwick District Council
Wealden District Council
West Lothian Council
Wigan Council
Worcestershire County Council
Wrexham County Borough Council
Wyre Council

NHS
Aneurin Bevan University Health Board
Ashford and St Peter's Hospitals NHS Foundation Trust
Barking, Havering and Redbridge University Hospitals 
NHS Trust
Black Country Partnership NHS Foundation Trust
Bridgewater Community Healthcare NHS Foundation 
Trust
Buckinghamshire Healthcare NHS Trust
Cambridge University Hospitals NHS Foundation Trust
Care Plus Group
East Kent Hospitals University NHS Foundation Trust
Epsom and St Helier University Hospitals NHS Trust
Great Western Hospitals NHS Foundation Trust
Health and Social Care in Northern Ireland
Health Education East of England
Health Research Authority
Kent Community Health NHS Foundation Trust
Luton and Dunstable University Hospital NHS Foundation 
Trust
Mersey Care NHS Foundation Trust
Midlands Partnership NHS Foundation Trust
NHS Business Services Authority
NHS England
North Bristol NHS Trust
North Staffordshire Combined Healthcare NHS Trust
North West Anglia NHS Foundation Trust
Pennine Care NHS Foundation Trust
Sheffield Teaching Hospitals NHS Foundation Trust
South Tyneside NHS Foundation Trust
South West Yorkshire Partnership NHS Foundation Trust
Southport and Ormskirk Hospital NHS Trust
The Newcastle upon Tyne Hospitals NHS Foundation Trust
The Princess Alexandra Hospital NHS Trust
The Shrewsbury and Telford Hospital NHS Trust
University Hospitals of North Midlands NHS Trust
Worcestershire Acute Hospitals NHS Trust
Yorkshire and Humber Academic Health Science Network

Non Departmental Public Bodies
Creative Scotland
Environment Agency
Equality Commission for Northern Ireland
Loch Lomond and The Trossachs National Park Authority
National Library of Wales
North York Moors National Park
Northern Ireland Commissioner for Children and Young 
People
Northern Lighthouse Board
Scottish Water
Snowdonia National Park Authority
Visit Britain
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