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At CCS, technology is one of our largest areas of expertise. As the technology landscape evolves, we’re here to 
support the public sector and ensure organisations are able to gain the advantages that new technologies offer. 

An area that’s fast becoming a key tool in delivering effective public services is automation, a process that uses 
machine programmed technology to carry out routine tasks. This brings significant benefits – reducing costs, 

boosting productivity, improving efficiency and freeing up valuable employee time. 

But it can be hard to know where to start. That’s why we’ve simplified the process.  
Here are our 7 key steps to automation, with everything you need to know to get started. 



STEP 1: THE PROBLEM 
Start with the problem, rather than the technology.  

Is automation the right solution?

First, you need a good understanding of what you 
want to achieve from implementing automation. 

 
Ask yourself:

Are you looking to reduce 
operational costs? 

Do you need to decrease 
processing time? 

Would you like 
to reduce errors?

Do you want to increase 
capacity to allow employees 

to focus on higher value work? 

1 2 3 4 65 7Skip to any step

Once you’ve identified the need, you can start to explore automation further. On to Step 2 >



STEP 2: SUITABILITY 
Are your business processes suitable  

for implementing automation?

Identify success  
You should know what good looks like 
without automation to understand what it 
will look like with automation. Remember, 
technology based on a bad process will just 
make a bad process faster.

Explore options  
It’s a good idea to run a discovery 
workshop to help identify if your 
process is suitable for automation.

Start simple  
Consider what routine tasks can be 
eliminated to free up people’s time for 
more citizen-centric service delivery.

Scale of automation

There’s a broad spectrum of processes that 
automation can help with, ranging from simple 
jobs to more in depth tasks. 

SIMPLE.

Supporting call centre staff by automatically 
supplying caller information. 

INDEPTH. 

Applying robotic process automation to high 
volume, low complexity processes, such as 
compliance.  

Now you’ve considered suitability, it’s time to explore the direction. On to Step 3 >
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STEP 3: DIRECTION 
Subhead: Start with a business case  

and create a strategic direction.

1. Think  
Set a strategic direction and take into account 
your target operating models. Thinking about 

the solution and planning an automation 
roadmap is key to get the most value. Think 
about how you’ll get returns from what the 

business case is proposing.

2. Cost  
It’s important that you understand 

the full cost of automation, including 
the costs associated with business 

transformation and change management 
– not just the technology.

3. Proof  
You can carry out a proof of concept to 

demonstrate feasibility; demonstrating a 
quick win by automating a simple process 
can help to ensure a positive buy in from 

the business.

Once you’ve determined your strategic direction, you can move on to your data requirements. On to Step 4 >
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STEP 4: DATA 
Define your data strategy  

and requirements.

Data is a valuable asset and will help you to understand and 
improve your business processes. Better data will lead to greater 

efficiency and effectiveness of public service delivery.

1. Assess  
Conduct a data 

assessment before 
starting your 

procurement process.

2. Requirement  
Specify if you want a 
supplier to propose a 

solution with your current 
structured data or if you 

want a supplier to structure 
data as part of the solution.

3. Ethics  
Consider ethical 

questions of automated 
decision-making, data 
handling and service 

delivery models.

4. Evaluate  
Focus on data  

quality, bias and 
limitations.

5. Policy  
Use existing policy and 
guidance in relation to 
the use of technology 
and digital services, 

such as the Data Ethics 
Framework.

Once your data strategy is in place, it’s time to find the right skillset. On to Step 5 >
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STEP 5: SKILLS
Establish a team with the right 

skills to implement automation.

Ensure you have the right expertise within the team to support capability on 
process, policy and technology. Bring on board in-house skills and get support 

from the areas you want to automate; e.g. Finance, HR, Customer Service Centre.

Senior owners 
for key business 

processes  
To consider customer’s 

interaction from start 
to finish.

Solution 
architect  
To focus on 

identifying and 
solving business 

problems.

Data  
architect  

To set the vision for 
the organisation’s 

use of data to meet 
business needs.

Delivery 
manager  

To be accountable 
for the delivery of 

products and services.

Commercial 
manager  

To run the procurement 
project, ensuring 

compliance and good 
commercial outcomes.

Automation project team. Key roles to consider.

When you’ve got the right team in place, it’s time to integrate. On to Step 6 >

1 2 3 4 65 7Skip to any step



STEP 6: INTEGRATION 
Describe any integration with  

associated technologies or services.

Evaluate  
Take an infrastructure view 
and consider how well the 

platform scales.

Scope  
Understand the breadth and depth 

of your existing IT investment
(Oracle, Microsoft etc.) and 

the spectrum of approach to 
automating – are you looking for 

a proof of concept (PoC) or a wrap 
around service?

Investment  
Understand what can be done with 
your existing IT investment before 
investing in automation software. 
There may be existing automating 

tools for process optimisation 
and other technology should be 

considered first.

Cost  
Know the different types of 

automation technology available 
and the associated costs e.g. a 
platform IT heavy solution that 

uses coding development tools vs. 
a business user-friendly tool that 

doesn’t need a developer.

When you know how to integrate automation, it’s time to look to the future. On to Step 7 >
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STEP 7: SUPPORT 
Consider any ongoing support and 

maintenance requirements.

Management  
Consider lifecycle management, 

the level of integration with 
components and any potential 

development necessary for 
future platform changes. This 

will help prevent hidden costs.

Maintenance  
Think about how the platform 
or service will be maintained – 
whether third party providers 

could carry out these activities 
as part of a managed service or if 

you have in-house capability.

Update  
Consider the need to 
update department 

training and what 
technology will require 

on-going support.

Educate  
Build in knowledge 
transfer and actively 

encourage this.

And that’s it – the 7 key steps to automation.  
Go to crowncommercial.gov.uk/automation  or call us on 0345 410 2222 

to find out more about the power of automation. 
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http://crowncommercial.gov.uk/automation

