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A crossroads for public
service organisations
When societies emerge from the pandemic
and people return to their workplaces, public
service organisations will be at a crossroads.

The choice?
Try to retrofit old office-based ways of working
and patch on some remote capabilities.
Or, take the opportunity to fundamentally
rethink and reimagine work for the post
COVID-19 era.
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It’s an opportunity that
public service organisations
must grasp — or find
themselves left behind
in everything from attracting
talent to providing the
services that citizens want.
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Heading in a new direction
Greater flexibility

Improved productivity

More remote working

Wider talent pool

91%

42%

71%

90%

of public service leaders
believe their organisation
is moving to truly
virtualised work: a model
where work processes are
virtual, and people come
together physically only
when it adds value.1

of public service
organisations have
productivity metrics that
indicate that productivity
has stayed the same or
improved during the shift
to virtual working as part
of COVID-19 measures
(35% do not have metrics).2

of public service workers
say they want to increase
how much they work
remotely.3

of public service leaders
believe that a remote
workforce opens up the
market for difficult-to-find
talent and increases
competition for talent
between organisations.4
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The holistic approach
To truly reimagine the world of work,
public service organisations need to
take a holistic approach towards their
workforce, work environment and the
work itself. Achieving your vision will only
be possible if you address every part of
how you operate, rather than focusing
on discrete areas of change.
That means you have to become agile
and flexible, always ready to deliver for
your people and those you serve, no
matter how quickly their needs change.
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To truly reimagine
the world of work,
take five key steps:

01.

02.

03.

04.

05.

Create and
commit to the
right strategy

Reshape culture
collectively

Blend digital
and physical

Rethink roles to
leave employees
“Net Better Off”

Embed
responsibility,
ethics and safety
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Five key steps

01 Create and commit
to the right strategy
As we move beyond the
pandemic, there’s an
expectation that the Chief
Human Resources Officer
(CHRO) will sort out long-term
workforce questions.
But the reality is that they can’t
do it alone. From premises
management to IT to Finance,
all functions have a key role to
play in reimagining what work
looks like. The whole C-Suite
must come together to agree
on the people strategy. And this

strategy must be holistic.
Cherry-picking certain parts
to transform will not lead to
real change. It’s essential that
every part of your workforce,
work environment and work
is reimagined as part of
this strategy.
Lastly, the inflection point
is here, now. Momentum must
not slip, and leaders have to
take charge and move at pace.

Actions for today

One
Get the entire leadership
team bought into creating
the strategy.

Two
Consult with every level of
your organisation on what
the future of work should
look like.

Three
Map the right structure
to meet that vision, ensuring
it is a holistic, rather than
piecemeal, strategy.
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Five key steps

01

Create and commit to the right strategy

61%

of public service organisations
developed a temporary strategy for
their remote workforce to continue
business during the pandemic.
Now it’s time to build on that.5
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Five key steps

02 Collectively reshape culture
A new vision for the future
of work will only be achieved
if it’s supported by the right
culture. Once the leadership
team has outlined the strategy,
take the opportunity to bring
your people together to
collectively define a culture
that meets everyone’s needs.
In today’s world, trust,
empowerment and fulfilment
are the foundations of
a successful organisational
culture. Public service

employees want their
agencies to support them:
on their learning journey;
with their physical and mental
health; and by allowing them
to do meaningful work,
leading to personal and
organisational growth.
To build the right culture,
you need to engage with
and empower your people to
help shape work to meet their
needs, improving retention,
satisfaction and services.

Actions for today

One
Form a working group made
up of all levels of the agency
to focus on culture.

Two
Use surveys and employee
interviews to test and refine.

Three
Embed the new culture into
everything your agency
does, leading from the top.
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Five key steps

02

Collectively reshape culture

In April 2020, DBS, a leading
Southeast Asian bank, launched its
TOGETHER movement — a new
approach to employee wellbeing,
that also encourages employees
to prepare for future
opportunities post COVID-19.6

57%
of the public service workforce
strongly believes their employer
is responsible for helping them
become “Net Better Off”, but only
28% of public service leadership
feel the same way.7
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Five key steps

03 Blend digital and physical
While the pandemic has taught
us that we can’t predict the future,
agencies can use new tools to
prepare for the unexpected.
Here, digital twin has a vital role
to play, as an engine for running
countless potential work scenarios
and assessing their impacts.
Digital twin, as well as
technologies like virtual reality,
can also help your people work
as effectively in a digital world as
a physical one — it shouldn’t be a
choice between the two. It can
be used for ongoing learning and
training, particularly for those

who face high-stress or
potentially unsafe situations at
work. By seamlessly bringing
digital and physical worlds
together to work in unison, public
service employees can
successfully work from an office,
home, the frontline or a deployed
environment.
At a time when citizens are relying
on public services to run at full
capacity, technologies such as
digital twin will allow your people
to fully participate and deliver
for citizens, no matter where
they are physically.

Actions for today

One
As part of your holistic strategy,
create a 'Future of Work' owner who
can collaborate across the agency
to implement any new technology.

Two
Use your vision as a North Star
to keep you on course and look
to technology as an enabler
of the vision.

Three
Create a multi-functional team
to assign focus and facilitate
the journey.
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Five key steps

03

Blend digital and physical

Using Accenture Virtual Experience
Solution (AVEnueS), the Georgia Division
of Family & Children Services (DFCS)
sought to accelerate the pace with
which their child welfare caseworkers
could build the experience and
confidence to make the tough decisions
faced daily. Through virtual reality, users
are transported into real-world scenarios
where they practice making tough
decisions in stressful situations.8

23%
of public service employees
surveyed say their organisation
is experimenting with digital
twins this year.9
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Five key steps

04 Rethink roles to leave
employees “Net Better Off”
With your new strategy up,
running and evolving, it’s time
to drill down to specific roles —
and to consider how you can
improve everything from
employees’ productivity to their
everyday working experience
through to their skills, leaving
them “Net Better Off”.
This reorientation relies on public
service leaders who can pinpoint
and solve the problems that

matter to their people in
innovative, tech-forward ways
and reshape how work is done
in their organisations.
However, committing to making
people “Net Better Off” requires
more than imaginative practices
and policies. It means putting care
and compassion at the heart of
the work experience and building
trust through transparency.

Net Better Off describes how by meeting six human needs through work,
organizations can earn their people’s trust and unlock their full potential.8

Actions for today

One
Enable and encourage
continuous learning.

Two
Listen to what your people
need at the frontlines.

Three
Use technology to enable
flexible work arrangements.

Four
Champion workforce
wellbeing and equality.

Five
Set and share people metrics.
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Five key steps

04

Rethink roles to leave employees ”Net Better Off”

43%

of public service workers
in non-manager positions
believe their potential is
being fully realised at work.10

14

Five key steps

05 Embed responsibility,
ethics and safety
Throughout the implementation,
operation and fine-tuning of your
new strategy, culture and working
environment, it’s vital to ensure
that principles of responsibility
and ethics are applied. Trust is the
most important currency in the
workplace; it can only be earned
by being transparent with your
people and those you serve.
An ethical lens must always be
used in areas like inclusion and
diversity, and to ensure that
artificial intelligence (AI) used for

people-related decision-making
is open and explainable.
The pandemic has also shone
a light on the importance of
physical and mental health.
As well as making working
environments safe and secure,
whether in the office, at home
or in the field, a focus on mental
health is essential. From making
mental health services available
24/7 through to having a culture
open to talking about mental
health, make it a cornerstone of
the way you support your people.

Actions for today

One
Evolve your code of ethics
to meet the latest social and
technological developments.

Two
Revisit how you keep your
people safe physically and
mentally, at work and away
from work.

Three
Make these practices
continuous and transparent,
checking in with your
people regularly with
surveys and interviews.

15

Five key steps

05

Embed responsibility, ethics and safety

UK insurance company Aviva
is giving all of its 16,000 UK
employees an extra day off
this year to help boost their
wellbeing. This is on top of
other initiatives such as its
#backtobest campaign, where
employees can earn points for
doing things that boost their
wellbeing, such as meditating
or exercising.11

52%
of public service employees
say they experienced
increased stress at work
during the pandemic.
Championing wellbeing will
allow employees to bring
their best selves to work.12
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You can’t predict the future.
But you can prepare for it.
By taking a holistic approach,
moving at speed and
continuously evolving,
public service organisations
can define and execute
a vision of work that meets
current and future needs.

By committing to reimagining
the world of work, public
service organisations will
build and maintain that trust,
positioning themselves
to deliver for employees
and citizens, no matter
what the future brings.

Success will be dependent
on trust. Trust between
employees and leadership,
but also between citizens
and public services.
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Contact us
To find out more about reimagining work in your agency, contact:

Rainer Binder

Himanshu Tambe

Marni Poropat

Managing Director
Social Services, Global
Health & Public Service

Managing Director
Talent & Organisation,
Singapore

Director
Consulting, Defence, Global
Health & Public Service

Rainer leads a team of committed
professionals who deliver largescale transformation projects in
the social services, employment
and pensions industries.

Himanshu leads the Talent &
Organisation/Human Potential
Network in Accenture's Strategy
& Consulting South East Asia
organisation.

Marni partners with
organisations to succeed
on the journey from Human
Capital to a successful
Human Experience.
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Accenture is a global professional services
company with leading capabilities in
digital, cloud and security. Combining
unmatched experience and specialized
skills across more than 40 industries, we
offer Strategy and Consulting, Interactive,
Technology and Operations services — all
powered by the world’s largest network of
Advanced Technology and Intelligent
Operations centers. Our 537,000 people
deliver on the promise of technology and
human ingenuity every day, serving clients
in more than 120 countries. We embrace
the power of change to create value and
shared success for our clients, people,
shareholders, partners, and communities.
Visit us at www.accenture.com
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