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2020 – A year like no other
2020 was an extraordinary year in every sense of 
the word. From the pandemic to the Black Lives 
Matter movement, the US Elections, and Brexit, 2020 
witnessed political, social, and cultural upheaval 
across the world. COVID-19 has been the most 
significant crisis the UK has faced in generations, 
impacting citizens, businesses, and government 
organisations alike across the state. As government 

organisations have adapted to accommodate the 
increasing needs and changing demands of UK 
citizens throughout the crisis, how well will they 
adjust to new ways of working when the pandemic 
subsides? and what will the road to recovery look like 
for government departments in terms of the future 
office environment, working life, digital priorities, and 
travel patterns? 

Background
In February 2021, DODS teamed up with SAP 
Concur and surveyed 233 decision makers within 
central (123) and local government (110). Decision 
making areas included HR, Finance, Operations, 
Procurement, and other areas. The research set out 
to understand the future priorities facing central and 
local government, particularly in the context of work 
and travel. What will work look like in the future? 

How have budgets changed for remote digital 
transformation and travel in 2021? and how has 
COVID-19 and EU Exit impacted budgets, employee 
and citizen digital skills, productivity, workload, office 
space and collaboration?
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Structure
This research report is split into three 
main sections:

SECTION 1.0:  
Government digital 
transformation and changing 
priorities

SECTION 2.0:  
Travel, expenses, and financial 
reporting

SECTION 3.0:  
The evolving government office

Survey Profile

Job status       Total  Central Local

     Sample       233  123  110
     C-Level       2%  3%  1%
     Director/Deputy Director     6%  6%  6%
     Head of Department     5%  5%  6%
     Senior Manager/Officer     40%  49%  29%
     Manager/Officer      32%  25%  40%
     Executive       4%  7%  1%
     Administration      3%  4%  3%
     Other       7%  2%  14%

Decision Making      Total  Central Local

     Sample       233  123  110
     Involved in other decision-making areas   39%  31%  49%
     Involved in HR decisions     24%  31%  16%
     Involved in Finance decisions    22%  22%  22%
     Net involved in HR/Finance     40%  49%  30%
     Involved in Facilities/Operations decisions   21%  14%  29%
     Policy maker      18%  9%  29%
     Involved in Procurement decisions    16%  11%  21%
     Other       26%  24%  28%  



THE FUTURE OF WORK | 76 | THE FUTURE OF WORK

1.1 Government Digital Transformation – 
Changes in digital initiative budgets

When we asked both central and local government decision makers 
if their departmental budgets for digital initiatives had changed this 
year compared to last year, there has been a positive uplift in budget 
allocation for digital initiatives in 2021. 

Both central and local government have had to 
dramatically reorganise how departments operate, 
and rapidly adapt to remote working. They have 
had to use digital technology and new techniques to 
transform how government delivers public service 
solutions and provides information to citizens.  A 
year after the start of the pandemic, our research 

reveals that the ripple effect of this government 
digital transformation is still evident, with almost half 
of local and central government departments (48%) 
stating their budgets for digital initiatives increased 
in 2021 compared to last year. 

Only a small 10% of central and local government 
decision makers stated that their budgets had 
decreased, and just over four in ten stated there had 
been no change compared to last year. A slightly 

higher proportion of local government decision 
makers claimed budget increases in 2021 (50%), 
compared to 46% of central government decision 
makers. 

Increased significantly

Slightly increased

No change

Slightly decreased

Decreased significantly

Digital Initiatives Budget Changes 2021 vs previous year

Q: How have your organisation or department budgets changed for digital initiatives this year, compared to 
last year?

3%

7%

42%36%

12%

SECTION 1.0
Government digital transformation 
and changing priorities.
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Digital Budget Changes - % Net influence (some/significant influence) - 
Local and Central government comparison

Q: To what extent has COVID-19 and EU Exit influenced these budget changes?  
Base: All those who stated that budgets for Digital Initiatives had increased in the last 12 months

0 20 40 60 80 100

Central 
Local 

Influenced by EU Exit

Influenced by COVID-19
95%

30%

84%

56%

Local government budget increases have also been 
more influenced by COVID-19 (95% some/significant 
influence) than central government (84%). Whereas 
the impact of EU Exit on increased budgets was 

much higher among central government (56% some/
significant influence), than local government decision 
makers (30%).

1.2 The influence of COVID-19 and EU Exit on 
digital budgets

We asked government decision makers seeing an increase in digital 
budgets about the influence of COVID-19 and EU Exit on this trend, 
and the impact of COVID-19 was far more extensive than EU Exit in 
driving increased digital budgets in 2021. 

A high 89% of government officials claimed that 
COVID-19 had influenced digital budget growth, with 
60% stating ‘significant influence’, and a further 29% 
‘some influence’.  

Only 11% of government decision makers stated that 
COVID-19 had had little, or no influence on budget 

increases. On the other hand, less than half (43%) 
of government decision makers felt that EU Exit had 
influenced digital budget growth in 2021, with only 
15% claiming ‘significant influence’. The majority 
(57%) stated that EU Exit had little, or no influence on 
budget increases.

Significant influence

Some influence

Not much influence

No influence at all

Influence of COVID-19 and EU Exit on Digital Budgets Increase

EU Exit COVID-19

Q: To what extent has COVID-19 and EU Exit influenced these budget changes?  
Base: All those who stated that budgets for Digital Initiatives had increased in the last 12 months

2%

15%

60%

20%

37%

28%

9%

29%
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1.3 COVID-19 - The catalyst for acceleration 
of digital transformation in central and local 
government 

In June 2020, Oliver Dowden, Secretary of State for Digital, 
Culture, Media and Sport was quoted as saying: “Coronavirus has 
fundamentally altered our lives and the role that tech plays within 
it… it’s turbocharged the digital transformation of almost every part 
of our days – of our workplaces, our businesses, the way we shop and 
stay in touch with family, and the way we use public services.”

The pandemic has dramatically changed our 
relationship with technology with many of our 
interactions with each other, businesses, and 
government organisations, almost entirely shifting 
to online. Social restrictions, the surge in remote 
working, online education, and the rise of video 
communication has impacted almost every 
household in the UK.

Although there has been considerable investment 
in central and local government’s digital capabilities 
over the last 10 years, the crisis has accelerated the 
pace of change, with 86% of government decision 

makers agreeing that “COVID-19 has accelerated 
digital transformation within my organisation.” In 
addition, 83% of our government audience agreed 
with the statement; ‘Digital is increasingly important 
to maintain contact with citizens and suppliers.” Both 
central and local government employees shared 
similar levels of agreement for both statements.
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Barriers for digital transformation initiatives

         Central Local

     Legacy systems/infrastructure     56%  50%
     Reduced budgets       42%  59%
     Dealing with frontline issues      29%  55%
     Data issues         36%  37%
     Lack of internal technical knowledge or expertise    40%  31%
     Integration issues       34%  36%
     Developing and retaining skilled staff     41%  22%
     More bureaucratic procedures     36%  26%
     Lack of education and training     30%  28%
     Increase in remote working      28%  26%
     Departmental collaboration      20%  29%
     Responding to policy and regulatory changes    27%  17%
     Easy access to systems and processes    21%  23%
     Internal face-to-face contact and collaboration    22%  16%
     Collaboration with external stakeholders    16%  12%
     Contractual commitments with software vendors   8%  13%
     Lack of cloud-based technologies     9%  9%
     Furloughed/redeployed teams     5%  10%

Q: What do you consider to be your TOP FIVE digital barriers to delivering digital transformation initiatives 
within your organisation or department?

But how do these barriers differ amongst central 
and local government decision makers? Despite 
a slightly higher proportion of local government 
decision makers claiming budget increases for digital 
initiatives in 2021 (50%), compared to those working 

in central government (46%), ‘Reduced budgets’ was 
highlighted as a bigger barrier for local government 
digital transformation (59%) than those working in 
central government (42%).

The pandemic has clearly impacted the services 
government is able to deliver on the frontline. With 
increased focus from local councils on understanding 
and caring for their local community, it is not 
surprising that ‘Dealing with frontline issues’ is a 
bigger barrier for delivering digital transformation 
initiatives among local government decision makers 

(55%), compared to 29% for central government 
decision makers. A higher proportion of central 
government decision makers also identified ‘Lack 
of technical knowledge’, ‘Developing and retaining 
skilled staff’ and ‘More bureaucratic procedures’ as 
barriers for digital transformation than their local 
government counterparts.

1.4 Barriers for digital transformation 
initiatives

Whilst we have already seen that the pandemic has accelerated digital 
transformation and fuelled budget growth, there are other challenges 
along the way that can dilute potential growth and development. 

When asked to name the key barriers for 
delivering digital transformation, ‘Legacy systems/
infrastructure’ was the number one obstacle among 
53% of government decision makers. Despite 
growing budgets, there is always the need for more 
with ‘Reduced Costs/budgets’ in second position 

with 50%, followed by ‘Dealing with Frontline Issues’ 
(41%). ‘Data issues’ (37%) and ‘Lack of internal 
technical knowledge or expertise’ (36%) make up the 
top 5 barriers for transformation.

Barriers to delivering digital transformation initiatives within your 
organisation/department

Q: What do you consider to be your TOP FIVE digital barriers to delivering digital transformation initiatives 
within your organisation or department?

0 10 20 30 40 50 60

Furloughed/redeployed teams

Lack of cloud-based technologies

Contractual commitments with software vendors

Collaboration with external stakeholders

Internal face-to-face contact and collaboration

Easy access to systems and processes

Responding to policy and regulatory changes

Departmental collaboration

Increase in remote working

Lack of education and training

More bureaucratic procedures

Developing and retaining skilled staff

Integration issues

Lack of internal technical knowledge or expertise

Data issues

Dealing with frontline issues

Reduced costs/budgets

Legacy systems/infrastructure 53%

50%

41%

37%

36%

35%

32%

31%

29%

27%

24%

23%

22%

19%

14%

10%

9%

8%
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Technological transformation initiatives already implemented 

Already implemented      Central Local

     Online training       87%  85%
     Online learning       87%  81%
     Online access to pay slips/pensions/appraisals/reviews   83%  84%
     Cloud-based technologies      61%  55%
     Data transparency and security measures    44%  54%
     Travel and expense management tools    48%  44%
     Digital invoicing       33%  48%
     Itinerary management and expense reporting tools   24%  29%
     Chatbots for FAQ’s       31%  20%
     Mobile apps for travel and expense solutions   18%  21%

Q: Is your organisation already implementing or planning to implement any of the following technology 
transformation initiatives?

The digital initiatives that government decision 
makers are planning to implement are: ‘Chatbots for 
frequently asked questions’, ‘Mobile apps for travel 
and expense solutions’, ‘Data transparency and 
security measures’ and ‘Cloud-based technologies’, 
all ranging from 15-19%.

In comparing the digital initiatives already 
implemented amongst local and central government; 
‘Online training’ and ‘Online learning’ were the top 

initiatives already implemented.  Local government 
were more likely to have implemented greater 
‘Data transparency and security measures’ and 
‘Digital invoicing’.  For central government, they 
were more likely to have implemented ‘Cloud-based 
technologies’ and ‘Chatbots for frequently asked 
questions’:

Technological transformation initiatives already implemented/
planning to implement 

Q: Is your organisation already implementing or planning to implement any of the following technology 
transformation initiatives?

0 20 40 60 80 100

Planning to implement/evaluating

Already implemented

Mobile apps for travel and expense solutions
Chatbots for FAQs

Itinerary management and expense reporting tools
Digital invoicing

Travel and expense management tools
Data transparency and security measures

Cloud-based technologies
Online acess to pay slips/pensions/appraisals/reviews

Online learning
Online training 86% 7%

6%
5%

15%
17%

11%
8%

11%
19%

18%

84%
84%

58%
49%

46%
40%

26%
26%

19%

1.5 Technology transformation initiatives across 
government organisations

When asked which digital transformation initiatives government organisations had already implemented, 
there had been some in-roads especially around the area of ‘Online learning’ (84%) and ‘Online training’ (86%) 
which were cited as the top initiatives already implemented. Furthermore, government organisations already 
provide ‘Online access to pay slips/pensions/appraisals/reviews’ (84%), and almost half deployed tech for 
‘Data transparency and security’ (49%).
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SECTION 2.0: 
Travel, expenses, and 
financial reporting 

Technological transformation initiatives planning to implement 

Planning to implement       Central Local

     Chatbots for FAQ’s        17%  23%
     Mobile apps for travel and expense solutions    17%  19%
     Data transparency and security measures     20%  14%
     Cloud-based technologies       16%  15%
     Itinerary management and expense reporting tools    12%  10%
     Travel and expense management tools     10%  13%
     Digital invoicing        6%  11%
     Online training        7%  8%
     Online learning        6%  6%
     Online access to pay slips/pensions/appraisals/reviews    3%  8%

Q: Is your organisation already implementing or planning to implement any of the following technology 
transformation initiatives?

For initiatives that government decision makers are planning to implement or evaluate, ‘Chatbots’ are high 
on local governments list, along with ‘Mobile apps for travel and expense solutions.’  Central government are 
more focussed on ‘Data transparency and security measures.’
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2.1 Government Travel and Expenses Budget 
Changes 
As pandemic-induced restrictions continue, and 
remote working gains a stronger foothold, work-
related travel and expenses budgets have been 
squeezed. The majority of government decision 
makers (74%) stated travel and expenses budgets 

decreased this year compared to the previous year. 
Only a small 4% stated that budgets had increased 
this year, while 22% claimed no changes in travel and 
expenses budgets in 2021.

Increased significantly

Slightly increased

No change

Slightly decreased

Decreased significantly

Travel and Expenses Budget Change in 2021 compared to previous year

Q: How have your organisation or department travel and expenses budgets changed this year compared to last year?  

52%

3% 1%

22%

22%

2.2 Influence of COVID-19 and EU Exit on 
travel budget decreases 
Not surprisingly, COVID-19 has influenced the 
decline of travel and expenses budgets to a greater 
degree than EU Exit. 95% of government decision 
makers felt that COVID-19 had fuelled this decline, 
with more than three quarters (77%) stating that the 
pandemic had ‘significantly influenced’ the decline 
of travel and expense budgets compared to only 6% 

for EU Exit! The highest proportion of government 
decision makers claimed that Brexit has had little, or 
no influence on the decline of travel and expenses 
budgets (78%). This view was reasonably consistent 
across central (81%) and local government decision 
makers (73%).

Significant influence

Some influence

Not much influence

No influence at all

Influence of COVID-19 and EU Exit on Travel and Expenses Budgets

EU Exit COVID-19

Q: And to what extent has COVID-19 and EU Exit influenced this budget change?
Base: All those who stated that budgets for Travel and Expenses Budgets had decreased in the last 12 
months

1%

46%

32%

17%

77%

6% 4%
18%
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2.3 Travel in a new era 
We asked government employees about the number of UK and overseas work-related trips taken/intend 
to take within their organisation before and during the pandemic, and in the next 2 years. A proportion of 
government decision makers were unsure across each of the three time periods, however, of those providing 
an answer, 93% claimed that at least one UK business trip per month was taken within their organisation 
before the pandemic, dropping to 41% during the pandemic. This, however, is estimated to increase to 84% in 
the next 2 years – almost back to pre-pandemic levels.

Whilst it’s not surprising that the ‘High’ frequency travel tier is projected to be smaller in the next 2 years 
(18%) vs. pre-pandemic levels (39%), interestingly, the ‘Low’ frequency travel tier percentage is estimated to 
increase in the next 2 years (55%) vs. pre-pandemic levels (41%), suggesting a ‘small steps’ approach to travel 
by government organisations.

Estimated number of UK trips per month within your organisation 

Pre- and during the pandemic, and in the next 2 years 

UK travel*      Pre-  During  Next 2 years

     None      7%  59%  16%
     Low       41%  32%  55%
     Medium      13%  2%  11%
     High       39%  7%  18%
     Any trips      93%  41%  84%

Q. Approximately how many work-related UK trips per month (excluding commuting to and from work) were 
undertaken within your organisation before and during the pandemic, and how many do you think may be 
taken in the next two years? *Those providing an answer. Low 1-20, Medium 21-40, High 40+

Looking at overseas business travel, among government decision makers providing an estimate, 30% claimed 
that there was at least one overseas business trip taking place within their organisation, dropping to only 7% 
during the pandemic, and estimated to increase to 24% in the next 2 years.  

Estimated number of overseas trips per month within your 

organisation Pre- and during the pandemic, and in the next 2 years 

Overseas travel*     Pre-  During  Next 2 years

     None      70%  93%  76%
     Low       21%  5%  19%
     Medium      1%  1%  2%
     High       8%  1%  3%
     Any trips      30%  7%  24%

Q. Approximately how many overseas work-related trips per month (excluding commuting to and from work) 
were undertaken within your organisation before and during the pandemic, and how many do you think may 
be taken in the next two years? *Those providing an answer. Low 1-20, Medium 21-40, High 40+
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2.4 Top priorities for delivering digital travel 
and expenses policies in government
For many organisations including central and local government, expense management involves outdated 
paper-based processes that are time consuming for employees, lack clear visibility of spend, and are often 
non-compliant. In our research, we asked government departments to highlight their top digital priorities in 
the context of delivering digital travel and expense policies within their organisations.

The key areas of focus for the digitalisation of travel and expense policies fell within three key areas:
• Processes - Improve and simplify the overall processes to create greater efficiencies and reduce costs.
• People - Improve the employee experience by simplifying and speeding up tedious processes with the 

right tools and the right training.
• Data and tech - Introduce the right systems to deliver expenses and travel policies in a secure and 

compliant way.

Processes

The top two priorities for government decision makers on their journey to modernise travel and expenses 
polices were both process-led, with ‘Improve overall processes’ the number one priority (57%), closely 
followed by ‘Simplifying processes/reducing complexity’ (56%). 

Digital priorities in delivering digital travel and expense related policies

Q: What are your TOP FIVE digital priorities in 2021 in the context of delivering digital travel and expenses related 
policies within your organisation or department? Please select FIVE

0 10 20 30 40 50 60

Improving collaboration with suppliers

Improving auditing/financial reporting processes

Offering mobile enabled processes

Removing legacy systems

Introducing/enhancing cloud-based technologies

Remaining compliant

Improving internal collaboration

Training and education

Improving employee experience

Data security

Reducing costs

Simplifying processes/reducing complexity

Improving overall processes 57%

56%

53%

47%

44%

41%

35%

34%

32%

27%

26%

13%

11%

Data and Tech People Process

People

With increased pressures on workloads, it is even more important to empower employees with the right tools 
and training and improve their experience of dealing with travel and expense management systems and 
processes once travel starts to pick up. This explains why 44% of government decision makers highlighted 
‘Improving the overall employee experience’ and 41% ‘Training and education’ as key priorities in the context 
of delivering digital travel and expenses related policies within their organisations.

Data and tech

With the ever-increasing volume of data available to government organisations and departments and spend 
on digital transformation under constant review, it is more imperative than ever before for departments to 
remain compliant, protect data, and ensure the right systems and tools are in place. Almost half (47%) of 
government decision makers highlighted ‘Data security’ as a key priority in the context of delivering digital 
travel and expenses related policies within their organisations. In addition, about a third highlighted the 
importance of ‘Remaining compliant’ and the need for ‘Cloud-based technologies’, whilst 26% prioritised 
offering ‘Mobile enabled processes.’  
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2.5 Adoption of cloud-based solutions for 
finance management
As government departments continue to work 
remotely, providing employees with access 
to financial management tools and systems 
anywhere, and at any time offers greater flexibility 
and efficiencies. However, less than three in ten 
government decision makers claimed that travel, 
expenses, and finance reporting cloud-based 

solutions had already been implemented within their 
organisation, whilst the majority were unsure. This 
suggests that there is further room for growth within 
government for cloud-based financial management 
solutions and a need for increased training and 
education in this area for both central and local 
government.

Travel

Not sure

Do not have/do not intend to invest

Intend to invest

Yes, currently have

Cloud-based solutions

Expenses

Financial reporting

Q: Does your organisation either a) currently have, or b) intend to invest in cloud-based solutions for organising 
travel, expenses, and financial reporting/accounting?

57%

59%

61%

29%

27%

8%

6%

26%

8%

5%
8%

7%

Central vs. local government – Digital travel and 
expense priorities

When delivering digital travel and expenses related policies, there were some differences amongst 
central and local government decision makers. ‘Improving overall processes’ was more of a priority for 
local government (60%) than central (54%). Similarly, ‘Reducing costs’ was significantly higher among local 
government decision makers (65%) than central government (43%).

Digital travel and expense priorities

         Central  Local

     Improving overall processes      54%   60%
     Simplifying processes/reducing complexity     57%   56%
     Reducing costs        43%   65%
     Data security       54%   39%
     Improving employee experience     45%   42%
     Training and education       40%   41%
     Improving internal collaboration     38%   31%
     Remaining compliant       32%   35%
     Introducing/enhancing cloud-based technologies   35%   30%
     Removing legacy systems      34%   19%
     Offering mobile enabled processes     18%   35%
     Education and training      25%   26%
     Improving auditing/financial reporting processes   12%   14%
     Improving collaboration with suppliers    14%   6%

Q: What are your TOP FIVE digital priorities in 2021 in the context of delivering digital travel and expenses 
related policies within your organisation or department? Please select FIVE
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2.6 Adequacy of existing expense/travel/
finance policies to support new changes
69% of government decision makers felt that their 
current organisation’s expense/travel and finance 
policies are ‘extremely or quite adequately’ suited 
to accommodate the increase in remote working. 

This level of satisfaction is higher among central 
government decision makers (75%), compared to 
those working for local government (62%). 

Adequacy of exisitng financial management systems 

Q: How adequately do your organisation’s existing expense/travel/finance policies support the new changes of 
remote working as a result of COVID-19?

0
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Local 

Central 

Total

Not at all adequatelyNot very adequatelyNeitherQuite adequatelyExtremely adequately

21%22%
20%

48%

53%

42%

21%
19%

24%

9%
11%

1% 0%
3%

6%

Local government ahead of central government in 
the adoption of cloud-based solutions

Perhaps due to the higher levels of mobility 
within the local community, local government 
decision makers are more equipped than central 
government workers in terms of using cloud-based 
tech for managing travel, expenses, and financial 
reporting/accounting. About a third (32%) currently 
implement cloud-based solutions for travel (vs. 26% 
central government), a similar proportion (32%) for 
expenses (vs. 21% central), and 31% for financial 

reporting/accounting (vs. 23% Central). However, 
when compared to local government decision 
makers, a higher proportion of central government 
employees were uncertain if the organisation they 
work for deploys dedicated cloud-based solutions 
compared to those working in local government.

SECTION 3.0
The evolving government office

Over the last year we have seen an unprecedented 
number of public sector workers switch to remote 
working as the COVID-19 pandemic acted as the 
catalyst in transforming the workplace environment 
we once knew.  In our research we asked both local 
and central government decision makers what future 
government offices might look like, and how they will 
evolve.  Will we see a new era of flexible working? And 
are government departments adequately equipped to 
adapt to change?
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3.1 Work feature changes in the last 12 months 
As a result of this accelerated digital transformation, 
fuelled by the pandemic, we wanted to understand 
how aspects of government employees’ work 
had changed, and explore the barriers to further 
transformation within their organisations and 
departments. The pandemic has ushered in a new 

digital era of remote working within central and local 
government. Not surprisingly, almost all government 
decision makers reported an increase in ‘Remote 
working’ in the last 12 months, with 94% claiming a 
‘significant increase’. 

In line with the transition to remote working, a 
high proportion of government decision makers 
also noted an increase in ‘Use of cloud-based 
technologies’ (78%) and ‘Employee digital skills’ (85%). 
Other top work features that registered encouraging 
levels of increase over the past 12 months including 

‘Internal collaboration’ (62%), and ‘Level of support 
for citizens’ (51%). Interestingly, 76% of government 
decision makers noted an increase in ‘Staff workload’ 
in the last 12 months, with 57% claiming increases in 
‘Staff productivity’.

Work feature changes within you organisation or department in the
last 12 months

Q: How have the following work features changed within your organisation or department in the last 12 months?
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Increased significantly

Increased slightly

No change

Decreased slightly

Decreased significantly

Number of client/supplier trips

Number of expense claims

Number of trips to visit clitizens

Travel budgets/spending

Staff training/education

Expense budgets/spending

Collaboration with suppliers

Staff/resource deployment

Staff productivity levels

Internal collaboration

Employee digital skills

Level of support for citizens

Staff workload

Use of cloud-based technologies

Remote working 5%

21%

21%

5%

15%

8%

14%

9%

10%

25%

5%

53%

37%

50% 27% 16% 7%

50% 19% 27%

25% 34%

22% 16% 7%

20% 40% 30% 5%

25% 27% 17% 6%

48% 32% 8%

44% 34% 10%

27% 45% 12%

27% 46% 16%

63% 22%

41% 26% 25%

45% 31%

36% 42%

94%
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Work related functions and features that have 
suffered the greatest decline in the last 12 months 
are fairly consistent between central and local 
government decision makers. However, clearly the 
pandemic restrictions have had a greater impact on 
the amount of face-to-face contact with citizens for 
local government workers on the frontline, with 69% 
of local government decision makers highlighting 

a decline in the ‘Number of trips to visit citizens’ 
within their organisation, compared to 55% of central 
government respondents. Whilst the scores are 
lower, the decline in the ‘Level of support for citizens’ 
is also significantly higher for local government 
decision makers, compared to those in central 
government.   

Work features ranked by significantly/slightly 
‘decreased’ in the last 12 months.

         Central Local

     Number of expense claims      76%  78%
     Travel budgets/spending      74%  75%
     Number of client/supplier trips     70%  69%
     Number of trips to visit citizens     55%  69%
     Expense budgets/spending      48%  53%
     Staff training/education      21%  29%
     Staff productivity levels      15%  16%
     Staff/resource deployment      11%  12%
     Collaboration with Suppliers     12%  11%
     Internal collaboration      7%  15%
     Level of support for citizens      4%  11%
     Staff workload       2%  3%
     Use of cloud-based technologies     0%  1%
     Remote Working       1%  0%
     Employee digital skills      0%  0%

Q: How have the following work features changed within your organisation or department in the last 12 
months?  % significantly/slightly decreased

Work features ranked by significantly/slightly 
‘increased’ in the last 12 months

         Central Local

     Remote Working       98%  100%
     Employee digital skills      85%  85%
     Use of cloud-based technologies     75%  82%
     Staff workload       72%  82%
     Internal collaboration      71%  52%
     Staff productivity levels      57%  59%
     Level of support for citizens      45%  59%
     Staff/resource deployment      41%  48%
     Collaboration with suppliers      38%  42%
     Staff training/education      36%  35%
     Expense budgets/spending      23%  23%
     Travel budgets/spending      7%  11%
     Number of expense claims      11%  4%
     Number of trips to visit citizens     2%  6%
     Number of client/supplier trips     4%  2%

Q: How have the following work features changed within your organisation or department in the last 12 
months? % significantly/slightly increased

Focusing on the hardest hit areas that have 
decreased in the last 12 months, not surprisingly, the 
highest proportion of government decision makers 
register declines in the ‘Number of expense claims’ 
(77%), ‘Travel budgets/spending’ (75%), ‘Number of 
client/supplier trips’ (69%) and ‘Number of trips to 
visit citizens’ (62%).

When looking at the differences between central and 
local government decision makers, not surprisingly, 
the increase in ‘Remote working’ in the last 12 

months dominates the agenda for both. However, 
a higher proportion of those working in local 
government have seen increases in ‘Use of cloud-
based technologies’, ‘Staff workload’ and ‘Level of 
support for citizens’ in the last 12 months compared 
to those who work in central government. On the 
other hand, a higher percentage of those working 
in central government have seen an increase in 
‘Internal collaboration’ vs. those in local government.



3.2 The return of normal services post-
COVID-19
Almost half (49%) of government decision makers 
expect to return to normal delivery of services 
post-COVID-19 within the next 12 months, with 80% 
expecting to return to the normal services within the 
next two years. 8% feel that it will take longer than 
2 years for things to get back to the way they were, 
and 7% feel that things will never be the same again! 

Local government decision makers are more 
optimistic than their central government 
counterparts with 54% expecting a return to normal 
services within the next 12 months compared to 44% 
of central government staff. 
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Return of normal services post-COVID-19: Timeline

0

10

20

30

40

50

Not sureNeverMore than 2 year1 to 2 years0-12 months

49%

31%

8% 7% 6%



34 | THE FUTURE OF WORK THE FUTURE OF WORK | 35

3.3 A new era of flexible working
As government decision makers are hopeful of 
a return to normal services, and as government 
cautiously begin to ease lockdown measures, we 
asked our government audience what the future 
of flexible working may look like within their 
organisation. To put this into context we wanted 

to understand what proportion of their office 
employees had worked from home at least once 
a week before and during the pandemic, and 
what percentage they predicted would be working 
remotely post-pandemic.

Pre-pandemic, less than half of government 
employees worked from home at least once a 
week (44%). This was slightly higher for central 
government (47%) compared to local government 
(40%). We then see a surge in remote workers during 
the pandemic to 90% overall. And both local and 

central government decision makers are unanimous 
in what the new era of flexible working will look like 
post-pandemic, with almost double the proportion of 
office employees expected to work from home post-
pandemic vs. pre-pandemic levels.  

Percentage of the workforce that work from home at least once a week 

Q: To the best of your knowledge, approximately what percentage of your office employees worked from home at least 
once a week, before/during and post-pandemic.
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3.4 Digital requirements in place for remote 
working
In preparation for the likelihood of continued remote 
working, 70% of UK government decision makers felt 
that their organisation has all the necessary digital 
tools, processes, and systems in place to enable 
employees to work remotely in an effective, efficient, 
and stress-free way. Among central government 
decision makers, this increased to three quarters 

(74%) compared to two thirds (65%) among local 
government staff. This indicates that there is still 
work that needs to be done to bring government 
organisations and departments up to speed to create 
a more effective and efficient working environment 
at home.

When asked how things could be improved, the main themes that emerged related to the need for more 
reliable and compatible infrastructure and tools in place, better IT support services and improved connectivity 
and broadband capacity:

“More support and better IT cloud-based solutions.”

“Better facility to access documents when working 
remotely.” 

“Increased network capacity, improved remote IT 
support and hardware upgrades.”

“Up-to-date IT systems, higher level of IT mobile 
technology issued to staff.”

“IT infrastructure needs improving. Can’t use video 
calling due to broadband issues.”

“More understanding of how to keep connected 
with staff to maintain motivation.”

“Better aligned systems. Removal of legacy 
systems.”

Q: Do you feel that your organisation has all the necessary digital tools, processes, and systems in place to 
enable its employees to work remotely in an effective, efficient, and stress-free way?

Q: If not, how could things be improved?
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3.5 The Future Work Environment 
Over nine in ten (91%) government decision makers 
expect to see flexible home/office working become a 
permanent feature of their future work environment 
in the next few years. 78% expect employees to have 
a choice for home/office working, while about six in 

ten (59%) expect office spaces to shrink and become 
smarter. Only a small 4% expect work to return to 
permanent office working in the future, while 37% 
expect to see permanent home working as the way 
forward.

Work changes likely to be implemented in the next few years

Q: Thinking about your organisation or department’s future work environment, which of the following would you expect 
to see implemented within the next few years?  Please tick all that apply
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Back to permanent office working

Reduced working hours for employees
Likely redundancies

Permanent home working
Improved safety and security measures for employees

Office relocations
Hot desking

Flexible working hours
Smaller/smarter offices

Employee choice for home/office working
Flexible home/office working 91%

78%
59%

57%
45%
45%

37%
37%

30%
8%
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There are some differences in the likely changes in 
the workplace within central and local government 
organisations and departments in the next few 
years. 62% of central government decision makers 
feel there will be more flexible working hours 
compared 44% of local government staff. Half of all 
central government decision makers also expect 

office relocations to take place in the next few years 
compared to only 39% working for local government. 
On the other hand, a much higher proportion of 
local government decision makers expect more 
redundancies (44%), compared to their central 
government counterparts (16%).

Work changes likely to be implemented in the next 
few years

         Central Local

     Flexible home/office working      94%  87%
     Employee choice for home/office working    83%  73%
     Smaller/smarter offices      60%  58%
     Flexible working hours      62%  51%
     Hot desking        44%  47%
     Office relocations       50%  39%
     Improved safety and security measures for employees  40%  34%
     Permanent home working      39%  34%
     Likely redundancies       16%  44%
     Reduced working hours for employees    6%  10%
     Back to permanent office working      4%  4%

 Q: Thinking about your organisation or department’s future work environment, which of the following would 
you expect to see implemented within the next few years?  Please tick all that apply
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Health &
Safety

Collaboration

The Future Office 
Environment

Hybrid
workforce

Hub Culture

Space Downsizing

When asked what the future of work is likely to look like post-pandemic, the results focused on a series of six 
themes built around a hybrid working style, downsizing, health and wellbeing and a new hub culture build 
around face-to-face collaboration:

The six visions of the future office environment

Downsizing

We have already seen that over nine in ten government decision makers envisage a mix of home/ office 
working in the coming years which could lead to the ‘end of the daily commute.’ This means that many offices 
are likely to sit half empty as a result, and many government decision makers talked about the real estate 
footprint and the likelihood of downsizing or redistributing staff and resources into smaller offices and 
sharing office space with other departments and divisions. There will be new booking systems for desk-space 
and hot desking may become the norm:

“Offices will be much smaller with less people. 
Massively reduced need for commuting.”

“Smaller offices, flexible space and booking system 
to allow teams to attend at the same time.”

“Sharing office space with other government 
departments, smarter working, increased hot 
desking.”

“Very few people in at any one time with different 
people in on different days.”

“Due to the financial effect of the pandemic, we 
have reduced our office estate to the extent that 
only 30% of the workforce can be housed at any 
one time.  We will continue to deliver services as 
remotely as possible.”

“Fewer sites to work from and these may be shared 
with other departments.” 

Health and Safety

Office health and safety is hugely important, and this has been compounded by the pandemic. To stay ahead 
of the curve, government organisations and departments will need to consider more investment in health 
and safety processes, more voice tech developments and touchless entry points, and increased hygiene 
measures when staff start to return to the office post-pandemic:

“Increased hygiene facilities and practices (i.e. 
cleaning throughout the day) and improved 
ventilation.”

“Large, open and aired spaced with a one-way 
system. Hygiene available at key touch points, i.e. 
printers, doors etc.” 

“Enhanced cleaning regime to continue.”

“Home working will be key and well-ventilated 
offices with windows.”

“There will be increased hygiene measures (i.e. 
screens between desks, dedicated walk ways) to 
reduce risk of germs spreading.”

Hybrid workforce

78% of government decision makers expect staff within their organisations to work from home ‘if they 
choose’ in the next few years. And they feel that this hybrid workforce trend is likely to continue, with 
government workers set to spend part of their time working in the office, and part of their time working 
elsewhere, with ‘hybrid staff’ choosing to work however, and wherever, they are most productive:

“Mix of office and home-based working, going 
digital and paperless.”

“Blended approach between office and home to 
ensure there is no overcrowding within office 
space.”

“Working from home some of the time and in the 
office some of the time.”

“A mix between home working and office-based 
working.”

“Drop in cluster spaces and small/medium/large 
pre-bookable meeting rooms.”

“Limited but modern working space. Staff will still 
need to combine office work with home-based 
working.”



THE FUTURE OF WORK | 4140 | THE FUTURE OF WORK

Collaboration

In an era where communication is nearly entirely digital, UK government decision makers feel that remote 
collaboration will be increasingly important when thinking about post-pandemic working patterns. 
Government executives will continually look for new and more advanced ways to enhance collaboration and 
share information with their organisation and department remotely:

“Collaborative spaces, social connections and 
creative energy. Less unnecessary face time in 
the office and more/better remote, collaborative 
working time.”

“Better working from home interaction with the 
office.”

“Cloud-based tools to enable access from 
anywhere.”

“More use of Microsoft Teams for virtual meetings. 
More online training.”

In addition, government decision makers also foresee an increase in ‘face-to-face’ collaboration within the 
office environment once the pandemic subsides:

“More collaborative space and smarter ways of 
working to help delivery and operational teams.”

“A greater focus on flexible and collaboration 
spaces.” 

“More ‘WE space-style offices to exist primarily for 
teamwork and collaboration activity.”

“People will go to an office to meet and collaborate 
face-to-face rather than make phone calls.”

Hub Culture

Now that employees can work remotely, some government decision makers feel that when staff choose to 
come into the office, it will likely be for face to-face collaboration, information sharing and team building – 
and offices are likely to be built around ‘hubs’:

“The traditional office will be replaced by 
meeting, conference and team spaces that build 
collaboration.”

“The office will be flexible and adaptable and used 
as a hub as and when there’s a need to collaborate 
- not as a daily workplace.”

“A place to meet, collaborate and innovate.”

“Central hub with no permanent staff.”

“Used more for face-to-face meetings than sole 
working, which can be done from home.”

“In future our regional centres will act as a hub for 
face-to-face collaborative working and information 
sharing to complement greater use of home 
working by most employees leading to a much 
more productive balance between the two.” 

“A hub to visit for a specific reason, whilst working 
remotely most of the time.”

“Offices will become drop-in hub when meetings 
are absolutely necessary and for occasional team 
building.”
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The hub may act as the central part of a company’s culture that brings team members together in a physical 
space. This could include breakout areas, collaborative spaces that allow team member to huddle together, 
quiet working areas for individuals or small groups to use:

“The office will be a place they come to by choice, 
not necessity.” 

“The office used to be a place where people were 
quiet and concentrating - they would need to find 
a place to go to hold conversations. In the future 
we will be quiet and concentrate at home, and 
we will go into the office to hold conversations 
and meetings, I think more drop-in spaces, fewer 
permanent ‘large team’ spaces.”

Space

As staff begin to return to the office post-pandemic, the re-ordering of office space is likely to adapt to 
changing business models as organisations strive to establish the optimum office space required that 
addresses the remote/office worker balance and provides all the necessary requirements and support 
services for staff that chose to come into the office. Government decision makers envisage a more spacious 
environment, with larger open spaces and fewer staff in the office at any one time.

“Seemingly more spacious as distancing measures 
will be in place. Should also be cleaner.” “Fewer 
people in the office.”

“Fewer people in the office.”

“Less occupied and more spaced out.”

“Large, open aired spaces with a one-way system.”

“Large enough desk space to work without 
interference from others plus quiet areas to 
concentrate.”

“A more spacious environment with fewer work-
stations.” 

“Fewer desks and more widely spaced out. More 
open areas and more accessible windows to enable 
fresh air into the space.”

“A modern open space base for those staff that 
choose to work from an office environment.”

“Plenty of space with no desk sharing. A more 
sterile office!”

Whilst government departments are optimistic about a return to normal services, the impact of the pandemic 
will mean that we will see an evolution of new government working conditions where remote working is here 
to stay, the office will still exist but may adopt a ‘Hub Culture’ where employees meet for collaboration rather 
than for necessity.
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Key Findings

Government Digital Transformation 

• COVID-19 the catalyst for digital transformation – Almost half of government decision makers (48%) 
stated their budgets for digital initiatives increased in 2021 compared to last year. For those budgets 
that had increased, 89% claimed COVID-19 had influenced this growth compared to 43% claiming EU 
Exit had influenced the increase.

• In line with increasing digital budgets and the transition to remote working, a high proportion (78%) of 
government decision makers have seen an increase in ‘Use of cloud-based technologies’ within their 
organisation.

• 58% of government decision makers’ organisations have already implemented could-based 
technologies within their organisations and 15% intend to do implement in the future.

• ‘Legacy systems/infrastructure’ is the number one barrier for delivering digital transformation among 
53% of government decision makers. ‘Data issues’ and ‘Lack of internal technical knowledge or 
expertise’ (37% and 36% respectively) were also in the top 5 barriers. 

Government Travel, expenses, and financial reporting

• Due to pandemic induced travel restrictions, it is not surprising that 76% of all government decision 
makers stated travel and expense budgets had decreased in 2021 vs. the previous year.

• Optimism exists amongst government decision makers that travel will return, but not quite to pre-
pandemic levels and the return will initially start ‘low-frequency’

• The key areas of focus for the digitalisation of travel and expense policies fell within three key areas:
• Processes – improve and simplify the overall processes to create greater efficiencies and reduce 

costs.
• People - Improve the employee experience by simplifying and speeding up tedious processes 

with the right tools and the right training.
• Data and tech - Introduce the right systems to deliver expenses and travel policies in a secure 

and compliant way.

The future government office

• Almost half (49%) of government decision makers expect to return to normal delivery of services post-
COVID-19 within the next 12 months and 80%, expecting to return to ‘normal services’ within the next 
two years.

• Flexible working here to stay. Over nine in ten (91%) of government decision makers expect to see 
flexible home/office working become a permanent feature in their future work environment in the next 
few years.

• Although over a third expect to see permanent home working as the way forward, three quarters 
stated it would be ‘employee’s choice for home/office working’ (78%) and half (57%) stated flexible 
working hours suggesting there could be more of a blended/hybrid approach to future government 
offices.

• When asked what the future of work and the office environment is likely to be like post-pandemic, the 
results revealed six emerging themes: 
• Hybrid workforce - Employees have a mix of office and home working choosing to work 

however and wherever they are most productive.
• Downsizing - A re-evaluation of government’s real estate footprint due to flexible/hybrid 

working.
• Health and safety - Increased investment in health and safety processes to keep staff safe and 

reassured.
• Collaboration - Looking for new and more enhanced ways to collaborate both digitally and ‘face 

to face’.
• Space - Re-ordering and review of office space to adapt to the new era of working.
• Hub Culture - The creation of office hubs may act as the central part of the company’s culture, 

bringing teams together in a physical space for collaboration, information sharing, ideation, or 
team building.
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About SAP Concur
SAP® Concur® is the world’s leading brand for integrated 
travel, expense, and invoice management solutions, driven by 
a relentless pursuit to simplify and automate these everyday 
processes. The highly rated SAP Concur mobile app guides 
employees through business trips, charges are directly 
populated into expense reports, and invoice approvals are 
automated. By integrating near real-time data and using 
AI to analyze transactions, businesses can see what they’re 
spending and avoid possible blind spots in the budget. SAP 
Concur solutions help eliminate yesterday’s tedious tasks, 
make today’s work easier, and support businesses to run at 
their best. Learn more at concur.co.uk or the SAP Concur blog.
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