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WITSA Nomination Emerging Digital Solutions (WEDS) Award 

REASONS FOR NOMINATION 

Overview 
 
InformedCONSULT is an innovative online workflow solution that transforms complex public 
services in secure or sensitive environments. 
 
The solution is an outstanding example of digital technology being a force for good.  It allows people 
in need to access complex public services more easily, generating measurable improvements in 
welfare, social and economic outcomes.  The solution has also been used to improve citizen 
engagement in democracy by providing anytime, anywhere access to public consultation and 
feedback processes. 

 
This emerging digital solution has been developed by Informed Solutions Ltd, one of the UK’s most 
innovative and fast growing SMEs.  
 
It has been collaboratively designed with a number of national public bodies including the UK 
Ministry of Justice and UK Cabinet Office and it has recently gone global with a hugely successful 
“whole of government” deployment in Australia that has won multiple innovation awards.   
 
The solution combines a software platform that allows citizens to securely access complex services 
online (such as delivering justice for the innocent victims of crime and acts of terrorism) with a 
unique methodology that helps transform and optimise how the services themselves work. 
 
How is InformedCONSULT transforming the lives of global citizens? 
 
The core of InformedCONSULT’s value is its ability to put challenging, paper and processing 
intensive government services online, something that was not previously feasible due to the sheer 
complexity of the transactions and sensitivity of the information being managed. 
 
By ‘complex’ we mean services that: 
 

 involve multiple government agencies; 

 require sensitive or secure personal and location information to be shared; and, 

 require long periods (six months or more) of consultation or very diligent case consideration.   
 
In putting such complex services online, InformedCONSULT allows more people to do more of their 
business with government easily, with greater confidence and at their convenience, dramatically 
transforming how governments can help citizens in times of need and often great personal stress. 
 
InformedCONSULT services generate truly transformative outcomes for those that use them; by 
simplifying and making complex services accessible, citizens are now able to access justice, health 
and commercial services and also participate in democratic and public consultation processes more 
easily.  Before InformedCONSULT, using such public services entailed personal attendance at 
public offices, understanding a myriad of paper-based protocols, facing a daunting level of 
correspondence and uncertainty, and a variable level of responsiveness and personalisation. 
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Examples of the transformative impact of InformedCONSULT include its use by: 
 

 The UK Ministry of Justice’s Criminal Injuries Compensation Authority (CICA), who rely on 
InformedCONSULT to improve the responsiveness and reliability of case management of 
claims made by innocent victims of crime and acts of terrorism, allowing them to share 
medical and police information and to apply for compensation online in a less stressful and 
uncertain manner; 

 The Australian New South Wales Government Office of Environment and Heritage, who use 
InformedCONSULT to enable farmers, environmental scientists, academics and members of 
the public to analyse open environment data in order to respond to critical issues such as 
ground-water, land and air contamination; 

 The Registers of Scotland, who use InformedCONSULT to transform how land and property 
registration is managed, generating huge economic benefits and increased productivity for 
Scotland; and 

 The UK Cabinet Office, who use InformedCONSULT to transform public participation in 
democracy through a shared government service enabling the Boundaries Commissions for 
England, Scotland and Wales to increase public awareness of and participation in the two-
year parliamentary boundary consultation process. 

 

These are just a few of the case studies that demonstrate how InformedCONSULT has: 

 Global impact and potential, being already deployed in the UK and Australia and also being 
considered by other countries (such as the New Zealand Boundaries Commission); 

 Scalability, being ‘cloud native’, it is designed to be deployed, scaled up and fully elastic so 
that it can run on global cloud services (e.g. from Amazon and Microsoft), private cloud 
estates and hybrid cloud architectures; 

 Innovative features, delivering for the first time a user-centric fully integrated digital service 
that joins up multiple agencies on a secure, common platform, transforming complex 
transaction and data management. It has most recently been shortlisted for the Queen’s 
Award for Innovation in 2017; and 

 Proven credentials, being successfully deployed in a wide range of public sector bodies, it 
has consistently delivered transformative business results alongside an improved, more 
responsive and personalised service to citizens that they can access anywhere, anytime. 

 

We believe InformedCONSULT would be a worthy winner of the Emerging Digital Solutions Award 

because it would highlight the social value and good that can be delivered by reliable, responsive 

and personalised digital services, regardless of their complexity.  

The solution demonstrates how multiple government agencies can be joined up on a secure, 

common platform and designed to put user needs and welfare first.   

The award would also allow Informed Solutions to take this innovative solution to an even wider 

global audience with increased confidence and the added credibility of WITSA’s Emerging Digital 

Solution Award. 
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SUPPORTING INFORMATION 

InformedCONSULT delivers transformative benefits for both citizens and public bodies alike.  The 

following sections provide more information on the value it creates. 

Increasing productivity 

InformedCONSULT enables public bodies to significantly improve productivity.  Intelligent business 

rules ensure that the right information is captured and validated at the online point of entry.  As a 

consequence, only fully compliant cases progress, removing the time-consuming problem of 

returning cases for further information, which frustrates both the service provider and the user: 

“Using InformedCONSULT has transformed the way we work, enabling us to deliver a vital 

yet complex service to a more diverse set of users at an operating cost that is in the region 

of 25% lower than the previous review.” Sam Hartley, Cabinet Office  

The automation of manual ‘back-office’ communications also removes labour intensive paperwork. 
At the UK Ministry of Justice’s Criminal Injuries Compensation Authority, InformedCONSULT has 
delivered a 30% increase in operational efficiency. 

 
“Adding greater intelligence to our digital channel with InformedCONSULT has allowed us to 
further streamline our back-office processes and has transformed the way we handle claims” 
Louise Day – IT Director, CICA 
 

Improving ease-of-use and citizen engagement 

InformedCONSULT enables public bodies to improve citizen engagement, increase customer 

satisfaction and drive high levels of online uptake.  The use of location intelligence to provide locally 

configured services, together with intuitive web technologies to guide users through processes 

delivers highly usable digital services that users prefer by choice.   

“InformedCONSULT has modernised the Commission’s approach to public consultation and 

provided unprecedented engagement with the public” Hugh Buchanan, Secretary, Boundary 

Commission for Scotland. 

“Within the first year of launching our new InformedCONSULT based claims service, the 

proportion of claims made online rose from 15% to over 90% and our customer satisfaction 

KPIs have increased year-on-year.” Louise Day – IT Director, CICA. 

Reducing costs 

InformedCONSULT provides substantial cost savings; infrastructure savings through elastic cloud-

based hosting; efficiency improvements from automating repetitive and potentially subjective or 

error prone manual work, and licence savings through using open source technology should this be 

preferred.   

The UK Department for Communities and Local Government reduced its hosting costs by almost 

two-thirds by moving to InformedCONSULT’s elastic cloud-based platform. 
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Safeguarding public data 

InformedCONSULT enables services that manage sensitive personal data to be delivered safely 

and securely online.  Concerns about cyber security had previously required sensitive information to 

be exchanged in hardcopy form, via time-consuming and expensive recorded delivery channels.   

By way of example, Registers of Scotland utilised InformedCONSULT to enable the secure 

exchange of land and property legal records between citizens, legal agents and the government, 

unlocking the huge potential for e-conveyancing in the Scottish economy. 

“Informed Solutions have again proven themselves to be a leading innovator in the field of 

digital transformation”. John King, Business Transformation Director, Registers of Scotland. 

Benefits for members of the public 

By enabling complex, critical public services to be delivered online, InformedCONSULT has helped 

improve the services that support people and their wellbeing through personally stressful periods 

and complex claims processes.  InformedCONSULT has also facilitated a far wider and more 

diverse citizen engagement in the public consultations and democracy.  For example: 

 The Ministry of Justice’s Criminal Injuries Compensation Authority’s use of 

InformedCONSULT enables blameless victims of violent crime and acts of terrorism to apply 

for compensation online in a way which does not require them to relive traumatic 

experiences again and again, by talking through details with call centre staff, answering 

unnecessary questions or being required to provide information in a piece meal way; 

 The Boundary Commission for England’s use of InformedCONSULT, allows members of the 

public to quickly and easily understand proposed boundary changes in their area through 

intuitive online mapping, and easily have their say without the need to go to libraries, town 

halls and other physical locations to review paper maps; and, 

 The Foreign and Commonwealth Office’s use of the InformedCONSULT blueprint enables 

UK citizens across the globe to quickly and easily confirm the authenticity of legal 

documents used to support ‘life-events’ such as births, deaths, passport and mortgage 

applications. 

“The Boundary Consultation Portal is a shining example of a UK-wide digital collaboration that 

has transformed democratic participation and reduced costs.” Sam Hartley, Head of Boundary 

Reviews, Cabinet Office. 

 
Benefits for our business partners 

The success of InformedCONSULT allows other specialist organisations to contribute to delivering 

opportunities opened up by the platform.  Partners who have benefitted include current holders of 

the Queens Award for Enterprise, UKCloud (secure cloud hosting), LandInform (spatial and 

addressing specialists), and Digital Magic (interface and design specialists). 

“The Informed leadership team is very focused on creating new value through innovation 

and developing collaborative partnerships with companies like UKCloud to amplify that 

value.”  Simon Hansford, CEO UKCloud. 
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Benefits for students and academic alliances  

In developing InformedCONSULT for our customers, Informed Solutions have been able to invest in 

our alliances with leading UK academic institutions (including the universities of Edinburgh, York, 

Lancaster, Manchester, Leeds and London).  In each of the last five years we have provided paid 

placements for students, providing promising individuals with training, coaching and opportunities to 

develop into the next generation of digital leaders.   

“Informed Solutions’ industry insight and innovation helps our students realise they are 

developing skills that are important to their future careers.”  Bruce Gittings, Director of GIS 

programmes at the University of Edinburgh.  


