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HMRC’s Challenge  

● To integrate two organisational cultures following the merger 
of revenue and customs. 
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HMRC  Legacy Structure & Culture 
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Vertical structure – organised in Lines of Business

Hierarchical – leadership through command and control 

Siloed – little innovation. 
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Being data led 
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This Photo by Unknown Author is licensed under CC BY-ND

https://s4be.cochrane.org/blog/2015/07/14/data-analysis-methods/
https://creativecommons.org/licenses/by-nd/3.0/
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Respect at Work Review 
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In 2018 HMRC commissioned  Laura Whyte, former HR 
Director at John Lewis, to conduct an independent review of 
what it is like to work in HMRC. 

The purpose of the report was to help HMRC become a 
values driven and inclusive employer. 

Since then work has been underway to transform 
organisational culture through leadership & management 
processes, learning, and capability building.   
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EX = CX
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Creating a Great Place to Work  
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One core offer for managers: The Management Development Programme 
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In 2021 HMRC developed a new Management Development Programme, 
offering one comprehensive management development offer for all managers 
(some 10,000) across HMRC. 

Since its launch, the Management Development Programme the Management 
Development Programme (MDP) has supported over 7,500 HMRC managers in 
building the confidence, skills, and capability to lead effectively

The programme focuses on the fundamentals of management practice, with a 
particular emphasis on leading people and change.  
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Enterprise Leadership – a systems approach from 2018 
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A strategic and systems approach to leadership

Worked with MIT and Korn Ferry – global experts in systems 
leadership

Focused on building networks to mitigate the impact of vertical silo 
working and a compressed hierarchy. 
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HMRC’s Strategic Priorities 2025  
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Close the tax gap

Improve day-to-day performance and the overall customer experience

Reform and modernisation of tax and customs administration

Build a high-performing organisation with a skilled and engaged workforce

Support wider government economic aims through HMRC’s work
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Moving to agile ways of working  
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This Photo by Unknown Author is licensed under CC BY

https://towardsdatascience.com/a-roadmap-for-business-intelligence-607941ddd1c7
https://creativecommons.org/licenses/by/3.0/
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Putting the customer at the heart of all we do 
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AGILE PROCESSES DESIGN THINKING 
PROCESSES 
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Questions 
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