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About us
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We exist to unlock the full potential of government technology, transforming complexity into 

clarity and ambition into achievement. We partner with public sector organisations to deliver 

digital transformation that genuinely changes how citizens experience services, creating 

measurable impact across departments, communities, and the nation.

We believe the public sector deserves technology that functions brilliantly, not just adequately. 

Our expertise covers legacy modernisation, data strategy, platform engineering, cloud 

transformation, and AI implementation, but what truly defines us is our unwavering focus on 

delivering value. Every architectural decision, line of code, and strategic recommendation is 

guided by one question: how does this create better value for the people the government 

serves? This clarity allows us to address the most demanding challenges, from consolidating 

fragmented services and enhancing observability across complex estates.

Our agile delivery model, supported by a trusted network of over 800 certified, specialist 

associates, offers the close partnership of a boutique consultancy with the breadth of expertise 

needed for ambitious programmes. Operating exclusively outside IR35 provides real flexibility 

for rapid response to emerging priorities. Most importantly, we instil confidence in challenging 

transformation journeys, demonstrating that with the right partnership, talent, and approach, 

government technology can become a source of pride, efficiency, and genuine public benefit.



We’re always impressed about how much esynergy knows 

about our domain, and how they look to solve problems in a 

pragmatic, methodical and open-minded way. Working with 

them is a genuine team effort, and the respect they have for 

each other and their expertise is self-evident.
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Our services
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PlatformsData Ways of working

Data experience

Data governance

Artificial intelligence

Platform integration

Application modernisation

New platform build

Technical agility

Organisational agility

User experience



User research
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We provide user research services to help teams understand their user base and meet the GDS Service Standard. We 

identify user needs, test assumptions, and design end-to-end services that are accessible, inclusive, and evidence-based. 

We support Discovery through to Live, enabling quick, confident delivery of outcomes that work for users and 

organisations.

We conduct rapid research to support time-critical delivery and policy decisions, offering evidence when teams need it 

most. We identify user needs through mixed-methods research, combining qualitative depth with quantitative breadth to 

develop a comprehensive understanding. We plan and conduct research across Discovery, Alpha, Beta, and Live phases, 

adapting approaches to each stage's questions and constraints. Our researchers work both remotely and on-site, 

managing recruitment and fieldwork to engage the right participants. Our methods include interviews, contextual 

enquiry, usability testing, surveys, and analytics, choosing techniques based on research questions and available time. We 

also conduct accessibility research with disabled users and assistive technologies to ensure services are accessible to all. 

We test prototypes and content to minimise delivery risk, validating designs before committing to costly development. 

Our researchers work collaboratively within multidisciplinary agile teams, embedding evidence into sprint decisions and 

backlog prioritisation. We produce research insights, personas, journey maps, and service blueprints, transforming 

findings into actionable artefacts that guide design and delivery. Our GDS-assessment support includes evidence packs, 

rehearsals, and recommendations to help teams demonstrate their understanding of users. We build research capacity 

throughout engagements by coaching internal teams in planning, conducting, and applying research. 

Whether you require rapid tactical research, ongoing programme support, or help developing internal research skills, we 

provide experienced researchers who are familiar with public-sector contexts and GDS standards.



Our user-research expertise lowers risk, enhances results, and establishes enduring internal knowledge.

Better services

Value proposition and benefits
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Improved services aligned with genuine user needs, based on 

evidence rather than assumptions.

Evidence-led decisions
Making evidence-based choices reduces guesswork and rework, 

ensuring changes address genuine problems.

Faster learning
Accelerating learning cycles lowers risks in delivery and policies, 

helping identify issues early when they are cheapest to fix.

Accessibility and compliance
Enhancing accessibility, inclusion, and legal compliance ensures 

services work for all users, including those with disabilities.

User satisfaction
Increasing task completion rates and satisfaction levels by delivering 

truly usable services.

Reduced build costs
Lowering build costs by validating designs before development 

to prevent costly rework.

GDS-assessment readiness
Enhance service standard assurance and assessment preparedness, 

supported by clear evidence showing user understanding.

Accurate prioritisation
Define priorities through journeys, maps, and insight themes, 

concentrating efforts on the highest-impact improvements.

Increased adoption
Achieving higher adoption through usable, coherent end-to-end services, 

reducing drop-off and failure demand.

Continuous improvement
Ongoing enhancement driven by behaviour and feedback, enabling 

continual optimisation in Live.

Enterprise federation
Integration with Active Directory and enterprise 

identity providers.

Flexible engagement
Research support tailored to your needs, from embedded team 

members to targeted tactical studies.



Training and knowledge transfer
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We act as integrated partners, placing our specialists directly alongside your 

teams in a true one-team model. Through joint decision-making, paired work 

on complex challenges and shared responsibility for outcomes, your teams 

gain genuine mastery. Every architectural choice becomes a teaching 

moment, fostering continuous upskilling in real-world contexts.

Shadowing and reverse shadowing are central to our capability-building 

approach. Your team members initially shadow our specialists, learning not 

just what they do but why. As confidence develops, we switch roles through 

reverse shadowing, with your teams leading while we coach. This two-way 

process, proven effective at HMRC and DEFRA, transfers not just skills but 

belief, demonstrating your teams can achieve brilliance with the proper 

support and space to grow.
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We establish Communities of Practice as engines for collective learning and 

ongoing upskilling. These safe spaces enable civil servants across 

departments to share challenges, celebrate breakthroughs and access real-

time coaching. When one department overcomes a complex challenge, that 

solution becomes accessible to all. 

We document as we build, creating living playbooks, design patterns and 

implementation guides aligned with GDS standards and Data Standards 

Authority guidance. These actionable training resources empower your 

teams to tackle new challenges confidently. Through regular demos, 

playbacks, Q&As and formal training sessions paced to your readiness, we 

ensure knowledge is absorbed meaningfully. Our mid-contract Internal 

Team Collaboration Score KPI (target: 9/10) ensures upskilling remains on 

track, providing early signals for course correction.

Training and knowledge transfer



Account management
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Exceptional transformation starts with detailed onboarding and 

flourishes through proactive account management. We deliver 

tangible value from the first interaction, with support that 

encourages your independence rather than dependence.

Our approach aligns with the Technology Code of Practice and GDS 

Service Standard principles:

Prioritising user needs, adopting agile methods, and forming 

multidisciplinary teams that integrate seamlessly with your 

stakeholders. This ensures engagement starts with clarity of 

purpose, shared objectives, and governance frameworks that 

facilitate delivery—reducing ambiguity and speeding up 

decision-making.



Following GDS Design Principles guidance to focus on user needs, our onboarding 

emphasises thorough stakeholder engagement to understand genuine needs and 

desired outcomes. We run structured workshops that bring together technical teams, 

business owners, end users, and senior stakeholders to define success metrics, identify 

constraints, and establish a shared understanding of what done truly means. This 

prevents costly misunderstandings and scope creep, builds trust essential for an 

effective partnership, avoids weeks of potential rework, and guides the programme 

towards outcomes that genuinely matter.

We assemble teams aligned with Service Standard requirements, comprising user 

researchers, designers, developers, architects, and delivery managers to meet your 

programme's needs. These specialists integrate directly into your teams, adopting your 

communication channels, attending your ceremonies, and embedding within your 

ways of working. This one-team approach accelerates knowledge flow: 
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Our specialists quickly understand your context while your teams gain 

immediate access to expert skills. Complex challenges are addressed 

promptly whilst your internal teams develop capabilities that create 

lasting organisational value.

Account management



Case studies

DEFRA: Accelerating digital service 

delivery through a Core Delivery Platform
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Problem

We partnered with DEFRA to develop a Core Delivery 

Platform (CDP) to modernise infrastructure and 

streamline digital service delivery. The goal was to create 

an evolutionary platform without lengthy lead times, 

complexity, or high costs for digital services. The project's 

central focus was to implement a set of guidance, tools, 

technologies, and practices to accelerate delivery, ensure 

quality, and simplify the operation.

Solution

We introduced standardised toolchains, automated 

pipelines, and infrastructure-as-code practices, enabling 

multi-tenant environments and reducing reliance on 

specialised DevOps resources. Our collaborative, value-

driven approach focused on improving communication 

between siloed teams, removing duplication of efforts 

across programmes, improving automation visibility, and 

simplifying governance

Outcome

Our solution led to significant cost savings, 

shortened development cycles, and improved 

compliance standards. By focusing on reusable 

patterns and self-service capabilities, DEFRA 

empowered its teams to deliver digital services 

more efficiently, thereby enhancing the 

organisation's overall agility and responsiveness. 



Case studies

Crown Prosecution Service: Digitising expense 

claims to enhance the witness experience
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Problem

The Crown Prosecution Service (CPS) collaborated 

with us to modernise its Witness Expenses (WITEX) 

programme, aiming to streamline witness 

reimbursement. Previously reliant on manual, paper-

based forms, the system was time-consuming and 

prone to delays, impacting both staff efficiency and 

witness satisfaction.

Solution

We facilitated a full Government Digital Service (GDS) 

product lifecycle to develop a user-friendly digital 

platform that reduced cognitive load and improved 

accessibility. We conducted comprehensive user 

research to understand pain points and challenges. In 

Alpha, we refined the solution through iterative design 

reviews, leading to Beta for full testing, prioritising 

inclusivity and continuous improvement. 

Outcome

The new system achieved a 92% user satisfaction rate, 

saved approximately 5,000 staff hours annually, and 

enabled 50% of claims to be submitted within one day 

of the court appearance. This digital transformation not 

only enhanced operational efficiency but also ensured 

timely financial support for witnesses, reinforcing their 

crucial role in the justice system. 
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Case studies

HM Revenue & Customs: AI-Driven solution 

to improve consistency and increase confidence

Problem

HMRC manages hundreds of digital services and APIs 

supporting tax collection, compliance, and citizen 

services. Teams struggled with fragmented API estates, 

inconsistent data models, and limited visibility into how 

APIs aligned with business domains. This slowed impact 

analysis, increased manual effort during change 

activities, and made it difficult to answer fundamental 

questions about which APIs support specific tax journeys.

Solution

We introduced an AI-driven approach to ingest 

HMRC OpenAPI specifications and documentation 

automatically. Using large language models and 

automated parsing, schemas were extracted, 

normalised, and mapped into a unified domain 

model. The solution enabled natural-language 

querying, automated domain classification, and 

rapid insight generation, significantly reducing 

manual review while creating a shared, queryable

view of HMRC's API landscape for design, assurance, 

and governance activities.

Outcome

Within two weeks, over 100 API specifications were 

analysed and structured into a unified model. Manual 

analysis effort reduced by approximately 60%, while 

time to answer architectural questions dropped from 

days to minutes. Early findings identified 25%-30% 

schema overlap across services, highlighting clear 

rationalisation opportunities. The approach improved 

consistency in domain understanding, increased 

confidence in change impact assessments, and 

established a scalable foundation for ongoing API 

governance and modernisation across HMRC.



What you’ve delivered is the 
best thing we’ve received in 
such a long time. Thank you
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We ensure visibility through transparent reporting aligned with your 

governance schedules, providing clear insights into progress, risks, 

dependencies, and value delivered. We offer honest, actionable 

intelligence to build trust and keep stakeholders confident in the 

programme's direction. Leaders can make informed investment decisions, 

teams can prioritise effectively, and your organisation understands how 

delivery connects to business outcomes.

We actively monitor programme health through ongoing stakeholder 

engagement, team sentiment assessments, and early warning signals. 

Minor issues are quickly managed before they escalate into programme -

threatening problems, preventing costly crises while maintaining delivery 

timelines and stakeholder trust.

Reporting and governance 
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Following the GDS Design Principle of frequent iteration, we include structured 

checkpoints at Week One, Week Four, Week Eight, and monthly thereafter. We gather 

feedback, assess what's working, identify friction points, and adapt accordingly. 

Delivery methods are continually refined, team productivity improves, and outcomes 

progress as we collectively determine what works best in your specific context.

We adopt your existing development environments, CI/CD pipelines, collaboration 

platforms, and project management tools instead of imposing our preferences. When 

opportunities for improvement arise, we suggest changes transparently, supported by 

clear business cases, and in line with the Technology Code of Practice guidance on 

open standards, cloud-first strategies, and avoiding vendor lock-in. Your teams 

continue working in familiar environments, existing investments are utilised, and any 

new tooling delivers measurable returns.

Reporting and governance 
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Within days rather than weeks, joint teams 

deliver value, governance structures 

operate smoothly, and the foundation is 

established for sustained collaboration that 

achieves outcomes rather than just outputs.

The outcome



Over the years, we’ve had lots of 
suppliers say they will put experts on 
the project, but this is the first time it 
has been true

16



We incorporate quality assurance from the earliest stages of engagement, ensuring defects are 

prevented rather than detected. To meet the GDS Service Standard requirement for end-to-end 

testing, we employ comprehensive testing strategies that include unit, integration, and end-to-

end testing within automated CI/CD pipelines. 

Accessibility is integrated from the beginning. We test against WCAG 2.2 AA standards 

throughout development using both automated tools and manual testing with assistive 

technologies. To meet Service Standard requirements for making services accessible to all users, 

our teams include accessibility experts as standard, conduct regular audits, and incorporate 

inclusive design practices. This prevents costly remediation and ensures compliance with the 

Public Sector Bodies Accessibility Regulations.

Security testing is continuous and comprehensive. In accordance with the Technology Code of 

Practice and National Cyber Security Centre guidance, we integrate security testing throughout 

the entire development lifecycle, from threat modelling during design to automated vulnerability 

scans and penetration tests before launch. Our teams stay informed of OWASP standards and 

government security frameworks, ensuring that code is secure by design.

Quality assurance
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We maintain full traceability between requirements, tests, and delivered functionality to support 

audits and ensure each user requirement is properly tested. Combined with regular code 

reviews, pair programming, and clear definition-of-done criteria, our approach delivers robust, 

fit-for-purpose services from the start.

Our quality practices ensure that government departments successfully pass GDS service 

assessments. We integrate assessment readiness into every stage of delivery, documenting 

decisions, demonstrating user research integration, and providing evidence of how services meet 

each of the 14 Service Standard points. We support government departments through alpha, 

beta, and live assessments, building internal confidence while ensuring services genuinely meet 

the standard in practice.

Quality assurance
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Security is fundamental to everything we provide. We possess ISO 27001 

certification, demonstrating our dedication to information security 

management through independently audited policies, processes, and 

controls. We also hold Cyber Essentials Plus certification, meeting the 

government's standards for suppliers managing sensitive public sector data 

and defending against the most common cyber threats.

Our security practices align with the Technology Code of Practice 

requirements for secure design and the National Cyber Security Centre 

(NCSC) guidance. We implement the NIST Cybersecurity Framework 

principles—Identify, Protect, Detect, Respond, and Recover—ensuring 

comprehensive risk management throughout delivery. Our teams apply 

NCSC's secure development and deployment guidance, building security into 

architecture decisions from the outset rather than retrofitting controls later.

Data protection and security
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Data protection is integrated throughout our operations. We fully comply with the UK GDPR 

and the Data Protection Act 2018, applying privacy-by-design principles to every service we 

develop. Our teams understand the specific requirements for handling government data, 

including proper data classification, secure data-handling procedures, and compliance with 

data sovereignty obligations.

We conduct regular security assessments, including penetration testing, vulnerability scanning, 

and code reviews, in line with OWASP standards. Our staff receive security awareness training 

and are vetted to suitable levels for government work. We maintain robust incident response 

procedures to detect, contain, and report security incidents in accordance with NCSC 

guidelines and contractual obligations.

Our approach enables government departments to confidently fulfil their obligations under the 

Government Security Classifications policy and broader public sector security standards, with 

comprehensive audit trails and documentation that support assurance and compliance 

activities throughout engagements.
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Data protection and security



Continuity of service is essential when delivering for the government. Our business continuity management 

complies with ISO 22301, ensuring we maintain robust plans and capabilities to sustain operations during 

disruptions and recover quickly from incidents. We regularly test and update these plans to keep them 

responsive to changing risks.

We conduct business impact assessments to identify critical functions and dependencies, enabling 

proportionate measures that safeguard essential government services. Our teams apply the NCSC's resilience 

principles, designing for failure and ensuring services degrade gracefully when issues arise.

Our delivery embeds resilience through DevOps practices and Infrastructure as Code (IaC). By codifying 

infrastructure in version-controlled repositories, we eliminate configuration drift and enable rapid environment 

rebuilds, reducing recovery times from days to minutes. Automated pipelines enable confident deployment and 

rapid rollback, minimising service disruption, while continuous monitoring provides early anomaly detection.

We design services with disaster recovery integrated from the start, including redundancy, failover 

mechanisms, and backup strategies aligned with agreed Recovery Time Objectives and Recovery Point 

Objectives. This guarantees services can endure infrastructure failures, cyber incidents, or other disruptions 

while safeguarding data integrity.

Business continuity & 
disaster management 
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We are dedicated to delivering meaningful social value in line with the government's five 

missions outlined in PPN 002 and the National Procurement Policy Statement.

Social value
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We create high-quality employment opportunities with fair wages and good working 

conditions, emphasising apprenticeships, graduate placements, and career development 

pathways. We actively collaborate with SMEs and VCSEs within our supply chain, building 

capacity and resilience across the sector. 

Supporting economic growth

We adopt sustainable practices throughout our operations, reducing our carbon impact by 

using remote-first delivery models, cutting travel, and making environmentally responsible 

procurement choices that accelerate progress towards net zero.

Contributing to Britain as a clean energy superpower

We promote ethical employment practices and maintain rigorous modern slavery due 

diligence throughout our supply chain, ensuring our operations contribute positively to 

community safety and wellbeing.

Advancing safer streets



Social value
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We invest in skills development to address digital skills gaps, support underrepresented 

groups entering the technology sector, and ensure our recruitment practices promote 

diversity and inclusion. Through our dedicated Not for Profit department, we deliver digital 

transformation programmes to third-sector organisations at significantly reduced rates, 

enabling charities to access the same quality expertise as government departments and 

maximise their impact within communities.

Breaking down barriers to opportunity

We prioritise employee wellbeing through flexible working, private healthcare, mental 

health support, and healthy workplace practices.

Supporting a future-ready NHS

We provide clear, quantifiable, and time-sensitive commitments in every contract, with transparent 

reporting based on standard metrics.

Our dedicated Not-for-Profit practice offers preferential rates to third-sector organisations, enabling 

charities and social enterprises to access transformational capabilities to maximise their operational 

efficiency and service delivery while directly advancing the government's Social Value agenda.



bids@esynergy.co.uk 

0207 444 4080 

esynergy.co.uk

Contact details
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