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Overview

• In 2012, Service NSW (SNSW) was established as the main interaction point for 

customers of the NSW Government

• SNSW’s vision was to become an internationally recognised leader in government 

service delivery, and deliver substantial efficiency benefits to government.  SNSW 

determined that best practice digital capability would be at the core of its strategy

• SPP was engaged to develop the SNSW Digital Strategy, then project manage its 

design, development and launch as a State Government first omni-channel service 

delivery model, delivering 600 transactions “digital first”

• SPP took a “customer inside” approach to the transformation based around 4 

principles: customer value, visibility, efficiency, and ease of implementation

• Through a rigorous approach to project management and a “roll up our sleeves” 

approach to getting things done, SPP ensured the core digital channel was launched 

on time and to a high standard of quality

• SPP oversaw implementation of the whole digital program over a 15 month period, 

brought partners to the table where required, applied an agile methodology to iteration 

of site elements, and wrote all site content in partnership with The Hope Factory

• SPP is proud to have contributed to a measurable increase in customer satisfaction 

from 68% to 96% within a three month period of launch
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Service NSW set out to deliver an omni-channel strategy 
focused on the customer

Source: SPP past client work; 2013.

Service NSW is an ambitious program to deliver better services to NSW Customers (including citizens and 
businesses)

Situation:
In 2012, Service NSW (SNSW) was established as the main interaction point for customers of the NSW Government. SPP was engaged to 

support strategy development and project management in designing and launching an omni-channel service delivery model. 

SERVICE CENTRE

Service NSW one-stop-shops 

CALL CENTRE

24/7 phone service

WEBSITE

Service NSW website for online delivery

SNSW sought to deliver an integrated 

government service offering, with 3 core 

channels of service delivery
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SPP managed the planning, development and build of the 
digital platform

Source: SPP Project Work for SNSW, 2013

SNSW set out to become a leader in government service delivery with digital at its core. SPP supported the Digital 
channel program of work. Our approach is based on taking the “customer inside”. 

• Become an internationally recognised leader in 

service delivery with digital at its core

• Deliver substantial benefits to residents and 

businesses and improve government efficiency

• Introducing best practice initiatives for e-

Government

SPP Supported the Transformation

SPP was engaged by SNSW to deliver its Digital Platform. Key tasks included:

• Development of the digital strategy – from scratch

• Taking the strategy and design, and developing it to deliver a successful outcome

• Managing a diverse team of internal and external people

• Seeking community-engagement and insights as part of the design phase

• Controlling overall project time, quality, cost, reporting and oversight

The engagement drew on SPP’s capability in:

• Digital channel planning and design

• Website hosting, site build and development

• Identifying and implementing optimal design, functionality, usability and site 

content

• Website optimisation and security

• Integrating customer feedback into the design process

Visibility

Visible to our customers

Opportunity to publicly

celebrate successes & build

momentum and credibility

Customer Value

Supports SNSW strategic 

objectives to deliver customer 

value, and having this as a 

priority for service delivery 

in Government

Efficiency Dividend

Delivers a net operating 

surplus through increasing 

SNSW revenue &/or reducing 

operating costs

Ease to Implement

Delivers maximum 

impact based on required 

investment and or ease of 

implementation

Customer

Inside

SPP grounded our approach in customer experience

SPP’s approach is based around 4 core principles (see right), 

which centre on taking the customer inside. This means that the 

internal and external customer needs drive every decision and 

action - the customer is involved and engaged in all we do

The SNSW Digital platform had significant internal and external 

stakeholder input into its design, structure and presentation 

from the outset. 

Service NSW set an ambitious agenda to:
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Today, the SNSW website handles over 600 different 
transactions

Source: SPP Project Work for SNSW, 2013

The Service NSW website now handles over 600 Government transactions for 3 major agencies – making it easier 
for residents and business to interact and transact with the New South Wales State Government. 

WEBSITE

Simple and 

accurate 

search bar

Links to 

social 

media 

accounts

Quick links 

to service 

centres

Direct links on 

the SNSW 

landing page for 

the most 

common types 

of transactions

Ability to view 

site content in 

other languages

Easily 

navigable 

content

News stories 

highlighting 

new service 

locations 

and 

upcoming 

events

Promotion of 

alternative service 

channels

The Outcome:

WEB 

VIEW
MOBILE 

VIEW

TABLET 

VIEW

Responsive across all 

devices
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About SPPAbout SPP
Strategic Project Partners is a generalist, strategy consulting firm. We support General Managers on 

difficult strategic and operational challenges.

Established in 2005, SPP has delivered successful outcomes for a broad range of commercial and Government sector clients. As a 

result, we have strong relationships with many businesses, from Top 50 listed companies through to small enterprises. 

When we deliver our projects, whether it’s a strategic study or the implementation of large-scale change, we focus on:

• Strong project management 

• Clarity of outcome 

• An obsessive focus on project benefits 

• Robust, fact based analysis 

• Simple communication

• Bringing experience to bear

Contact us for more informationAbout the author

Ben is acutely aware of the challenges facing public sector organisations 

including the need to do more with less, meet increasing customer 

expectations, and deploy agile implementation methodologies to drive 

the right change, faster. As SPP’s Government practice lead, Ben has led 

strategy, business case, and transformation programs in areas ranging 

from development of new innovation policy through to transforming 

government service delivery.
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