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Creating more people-oriented policies

If we could create policies that are more
people-friendly, could we not be of greater
service to the world? We believe that
introducing a "design" approach could be an
effective means of achieving this goal.

JAPAN+D began as a team of government
officials of all ages and positions from the
Ministry of Economy, Trade, and Industry.

A common challenge we all felt was a
distance from the businesses and citizens we
served; as the targets of our policies
broadened, it became more and more difficult
to create dialogue. This led to us becoming
unskilled at creating people-friendly policies,
exactly as you might imagine when you hear
the word "bureaucrat.”

We are living in an unpredictable era with

more diversified values, what is sometimes
referred to as the VUCA Age. It is precisely
because we live in such times that the
government must consider and act from the
standpoint of citizens and businesses. And
through a process of trial and error, we must
update our practices of creating,
communicating, and delivering policies. By
doing so, we believe we might be able to realize
a better future for Japan.

Rather than relying on methods that are just
extensions of past conventions, we search for
new methods and new partners. We will create
people-friendly policies by empathizing with the
citizens and business that we mean to serve.

To bring this about, we are putting our flag in
the sand. JAPAN+D has begun.
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1-1. So... what is Design?

Design is the Act of
Empathizing with People

What do you think of when you hear the word
"design"? Perhaps making physical things or drawing
pictures? In Japan, many people think design means
nothing more than arranging colors and shapes.
However, this is only one small part of what design
means.

In our minds, the power of design is not superficial
design, but rather "empathizing with people and
keeping them at the center of everything." It means
empathizing with people and identifying with others
thoughts and feelings.

For our administration, design means thinking about
and empathizing with the citizens and businesses that
are served by the policies we create. Our goal is to
uncover the real issues that people hold deeply in
their hearts, and work together with them to create
necessary solutions.

1. BETHAL13?
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1-2. Why does Policy need Design?

The Fields of Design Expand to
All Parts of Society

Design is not limited to products and advertising. Its
scope is expanding to include business, education,
community, and government.

In the age we call VUCA, human values are
diversifying and the uncertainties of the future are
increasing, making it more difficult for society and
business to predict what will happen next. Our policy
making is also reaching the limit of what is can solve
when we only look to past solutions and conventional
ways of thinking.

To realize a better Japan, we must find more empathy
with the citizens and companies to whom we deliver
our policies. We also need to involve a wide range of

GRAPHIC PRODUCT = INTERACTION E34&3ia)

PRINTED SYMBOLS ~ PRODUCTS  SERVICE BUSINESS
partners both inside and outside the government, and ADVERTISING VEHICLES EXPERIENCE COMMUNITY
constantly expand our thinking with new perspectives INFORMATION  EDUCATION
and new ideas. We call creating policies through such INTERFACE POLICY
an approach "policy design." We believe that the time N

for policy design is now.

X Based on the Design Framework presented in 1992 by Dr. Richard Buchanan of
Carnegie Mellon University
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1-3. Who does Policy Design serve?

From Entrepreneurs to Foreign Workers

Empathizing with people and their needs is the key

to policy design. So who's lives will be improved?

Although the cases listed here are supposed, they
are inspired by various similar projects underway
around the world, led by specialized organizations
that promote a design approach in government to
target both citizens and businesses. Each of these
projects are characterized by the fact that they try to
solve problems from the perspective of each user
(the recipient of government services) and consider
policies from their point of view, rather than from a
disconnected, macro perspective.

Female Entrepreneurs Balancing
Work and Child Care

Provides entrepreneurs and aspiring entrepreneurs
hoping to have children in the future with mentoring
opportunities from potential female role models.

Executives Promoting DX

Provides matching services for executives promoting
DX (Digital Transformation), connecting them with
the most suitable businesses to meet their needs.

Parents and Children Looking to
Continue Education
Provides children who are unable to attend schooling

due to disaster or infectious diseases, and adults who
hope to learn new skills with a place of learning online.

1LBERETHFAE1R?

Small Business Owners Struggling
with Business Succession
Provides matching services that connect small and

medium-sized business owners with M&A advisors,
tax accountants, lawyers, and other professionals.

i

Workers who Came to Japan from
Overseas
Provides online educational programs for foreign

workers to learn language, history, and general
education.
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1-4. How will the policy creation process change?

Traditional Policy Creation New Policy Creation (Policy Design)

Understand
the situation

Understand the situation

Design Approach

Human-centered
POV

Future Oriented
-Experimental
-Co-Creation

Deliver the policy to

Define the problems Define the problems

users

Create a solution (policy) to
address the defined problems

Create a solution (policy) to
\ll address the defined problems

Desi isual
esign (visual Adding Empathy to Macro-Perspective Listening to and Utilizing User Input in

Policy Creation Every Step of the Process
\l’ Until now, Japanese policy creation has been Creating policies, delivering them to society, and
dominated by problems that have been defined via having people actually use them. In policy design, we
Deliver the policy to the users analysis from a macro-perspective. However, as listen to and utilize user input in each step of the
society and the economy become increasingly process. We believe that by repeating this cycle, we
complex, it more important than ever to utilize can create more empathetic policies that are tailored
empathy to unearth the essential issues plaguing to the needs of each individual.

individual citizens.
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1-5. What regions have specialized design policy teams?

&3
B
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® United Kingdom Uganda ® Taiwan Australia United

® Sweden Nigeria ® Singapore New Zealand States

® Denmark South Africa India Canda
Holland Indonesia Mexico
Finland Thailand ® Chile
France Bangladesh
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1-6. Are there any Japanese examples of policy design?

Policy design in Japan is just in the beginning phases. Although there are not
many examples, the Japan Patent Office and the Ministry of Internal Affairs and
Communications are working with designers from the private-sector to create

greater convenience for users. In addition, some local governments, such as Saga
and Shiga prefectures, have begun to adopt a design approach.

Patent Office Design-Driven Management

Project

In 2018, the JPO launched a new project with
the main objective of reviewing administrative
services from their user's perspective. The JPO
appointed a Chief Design Officer (CDO), and
recruited approximately 70 government
employees via an open call for participation to
split their time with their regular work duties to
assist on the project.

Led by the members of this project, a special
website was created to assist small businesses
that are unfamiliar with patent application to
aid and assist in the process. In addition, "I-
OPEN" was created to help companies and
NPOs unfamiliar with how to utilize IP. In 2021,
the JPO established its MVV (Mission, Vision,
Values), aiming to transform itself into a user-
oriented organization.

b >Rl
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OPEN PROJECT 21 TH. RMESMLTRAREND DS CRIERDY ~F~L
FORRENSRMY SV K~ ~OWIRY | SOF—LEMRL. HKIL. GRL.
EEMUNRICAE T, ARMEEENTEEL5KYN= F LTV CHEERTOIIATT.

The website that helps those struggling
in filing a patent application (top).

The |-OPEN project supports companies
in utilizing IP with the help of attorneys
and other experts (bottom).

MIC* e-Gov Renewal

In 2020, the Ministry of Internal Affairs and
Communications (MIC) worked to improve e-
Gov, an administrative information service that
centralizes electronic government applications.
The service, which had been in operation for
more than 10 years, had its operational flows
tested and reorganized with actual users, and
collaborated on with engineers from the private
sector. By understanding and empathizing with
users, the service itself along with its UX (user
experience) were improved.

*Currently run by the Digital Agency

= C-GOV mFHM
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The significant revamp of the web
design lead to a 23% increase in digital
applications received compared to
before the renewal.

Saga Prefecture’s Saga Design

Launched and promoted by the prefectural
governer in 2015. The project collaborates with
designers and other creative specialists that are

connected with Saga prefecture to, from planning

to implementation, engage citizens and
government employees alike with care. The
project is building a system that will incorporate
a design approach into each and every initiative.

SRFFL
TREANL LA

The Saga Design team includes
administrative staff as well as UlJ
talent. A system of breakthrough
meetings was established as part of
the policy-making process.
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2-1. What are the leading examples of Policy Design?

The JAPAN+D project team conducted research on six regions that are promoting design approaches at the government level or within government agencies. This page
and the following look in detail at the leading examples from countries like Denmark, the United Kingdom, Sweden; joining Japan in the Asian cultural region are Singapore

and Taiwan, and from a different cultural perspective from Europe and Asia: Chile.

Denmark
Danish Design Center

Approval from the top level of government
drives policy design

United Kingdom
Policy Lab

A diverse team of specialists find solutions to
complicated problems

Sweden
Vinnova

The designer’s role is to align policy and
practice

\ 4

Chile
Government Laboratory

Civil servents and designers empathizing with
and challenging each other

Singapore
Innovation Lab

Rather than looking for the “right” answer,
just keep asking “Why?”

Taiwan
Taiwan Design Research Institute

Involving citizens in the design process, and
creating policy together
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2-2. Denmark

A national design center practicing
“human-centered” thinking with

depth

When asked "who helps you when you need it the most?" Danish people will

definitely reply "the government." The Danish Design Center (DDC) is deeply

involved in creating policies that empathize closely with citizens. We
interviewed the CEO of DDC, Christian Bayson, about their efforts.

Creating a training program with the
OECD

DDCIE T ~—7 ODEREKOEKE
IZ. 22DFETERLEH->TWS, 12
7= ay7Ra—Fr %87,
THAYT77A—F DRI ¥ Y X b
V—L—DERK. FHETEIZOECD

DDC

A non-profit organization founded in 1978. It is
50% owned by the Ministry of Business &
Economy, the equivalent of Japan's Ministry of
Economy, Trade and Industry.

(BF BN RAREERE) CHFREED/S—F
F—emBLTHARELAE PL—ZVTE
Ja— VDR THAT7A—F D
Lo BIERGHEB O <Y REFA
ZT51-0070T7LEFT KRLABRHD
PEBRINhTWS,

HIVEDEF A/ R—VavEE RN
THDOXIEAEFIEIRIEZH CHERE
BE.TIENMICBITRT LTS
v (RN EERLI-TYAY) . EEEX
RICLFE=VzVE—AV T OHEEITIFAL
TW3,

TYI—7I BERIKVICBWTTY
AY77A—FERY AN . ROBRREE
FTWBAED—D2THB,ZDFF(47L

BoTWBDH, by ZTLRIVDERT,
DDCixTH A7 7R—F 2R WK
KON ZEF|THN . BIFOERAEDAE
NI LW eIV KIZFES,DDCT
BRETOEBEREIFANVEZIES
SEBEIHL LI TVW3, 2 TESIRM
DA A ZEDLBELDHIC VBT BEE
ICDOWVWTHEREZER->TWBEW,

IOZTHhoXEARFEEEXT

DDCO XY N—ETH A F—%th, T
YIZTRXACANER HEF TEDE
FOMRERE ZHRBAMTHEREINT
WE A/ R=av e TFHFA Y OmBICHE
BLI-AMERIZTWAZ LA FEEBD
BATE MBIV ICHEFEDH B, 61X
W F-hT7PRICRBH T 57
BH VY —=Z20D40%% BEBIREBICR-T
(AT YA RN
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Approval from the top level of
government drives policy design

Christian Bason of DDC. He says that a human-
centered approach can and should coexist with
managerial and technical approaches.

BAFCHEIBBAA THICHET YA
YDEZADPRIVWTWET I —7,[F
ETIR.BZEORBICHT I DHY
Fa1TLDFET D, ZDHLICHBDIE,
[ABHRD]7Z ANDITECZDEICH S
BR.BREFTABEAICTFIVRITS
A—F%$Ed. ABPOLOEEML TN
TALLWOURVLWLRILTEREL RELT
WBDH, Tv—7DT2,
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2-3. United Kingdom

Transforming public services with a
“Learning by Doing” ethos

The Policy Lab was established to transform public services. It supports

policy-making with a design approach that repeats a cycle of practice and

reflection. It differs greatly from conventional policy making, in which

sociologists inductively infer causality and economists create deductive

hypotheses based on data.

FHIIE0EERRRIT (]

RS —FHRB[RAHY—ERDHEZ
TIEVSIBRFOA#H DB &, 20144 (C
RIASNI-ERIEE 7, LT I0ANRE
DHOANB-BEFETRARX—bLIF—LA
o le P\ RERHSPA AR A &

POLICY

EAB

Established in 2014 within the UK Cabinet
Office. Policy Lab is transforming public
services with the 3D"s "digital, design, and
data."
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2 % MIZ[ Preventing Homelessness ]
BH3, 20707 FTRYEAZD
E KEXEDOHIRT BRI TREZ#RY
BIR—LLRIZCOWTIR/ T F74
(ITHERRAZT) 2 ERL . BETIE. K
LDAVZXIVETDODARRCHEERBRD
ZY M7= RB R EICER F—LLR
IRV ZSBRRATEEZ LT T WRE
Y %ZBEL.EMF—LEILIL LTS
FTICE->TWS,

INETICRY S —F R ED-7-70
217 ME130LA L EFEIXEE E D7 E)
EIS5BRERBE R/ MCHSE
L.=—XFBRLTVWBEWS,
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YA L1 B ORAEBIERY > —FRIC
AV& 7 bR BEICY 2iHE T %,
RYY—FRTcEI—Y—DITR/TF
TABRERBL AV YA MERBZD Y —
EXTFHFAVDESICRROET 7 Y
PETFAITRILIEDHRVBERILIRD
BREICEWT. BNICTAY
ICBETAIENZNW-HTHB,
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2014F L EAFXYRTIEZDAEFT
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TW3,—A. RS —FROERARKRT

2. BNEG 11

A diverse team of specialists find
solutions to complicated
problems

PREVENTING
HOMELESSNESS
HELPLINE

[Preventing Homelesness | 7R ¥z 7 b Tl 8
BROBREINTBLRTATTERRLT,

HENIF7-THrFVEIE . RERZELT
BRI R %175 [Learning by Doing | ®
TAERADRH2 A > TWLKREL LT
I 2. BERIEIIERTHY  ERI%
T7O—FEBRYRTIEDNBEDLHL
WABLE ASREFEHELLTWSIR
REH O Z BERT 1~ O EFIEM
NEEREEERZRVIRBL . BREZEZ
ENROOLNBTESS,
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2-4. Sweden

Designing systems that adapt to
advancements in technology

Vinnova, the Swedish government's innovation system agency, supports a

variety of domestic innovation-generating activities. What are the keys to the

future of government? "Adaptability," says Dan Hill, the agency's Director of

Strategic Design.

BEREEBRD—K
RAJz—FT Y TA/R—vavBEER
W3 Vinnovald, EEV T4 HhHEBE T,
BRL B v IV CHRGAREAREZBE
THEET YAV TE-007BYo b
ZfToTW5B, BFDANITIvITY

VINNOVA

Established in 2001. In addition to using a
design approach to drive innovative policy, it
also invests in startups and other businesses.

AV - TFTaLIR—ELT, BEILYICHE
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LiED, BERIRERD L5 EHINTA
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%, MREDBWTAT 7 2bLICARYE
EFRETEHILE, AT —IFRALE—%%
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&
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TARRAT 52D BTL%RYIRLT,
DXO%R21FTW, 2281k, [#
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EoBEBROOLAVERHL, HET
2NHBRELEIND,

3281, [RFa7—-Fyy7(EE%E
FoT&EITT2H)] » BERHIEER
BEAELIINEIDIDOLIIC, THA
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The designer’s role is to align
policy and practice

Street

Vinnova develops and publicizes policies
through workshops with diverse experts and
citizens.

29BHIET, UTHEBEREERKTIH
Ke—HIETW DT,
ELRIEINDSDITBRICHERF—
7—F%&, [@BIRA] £EEIZTWS,
M OESHIIALDELLAZZEZDD
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FhiEi sk v, Vinnovan'igs o i,
ESICBICTHT-ODVRTLEEZ,
BRZEENEBLLIERDTL,
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2-5. Chile

Creating public innovation with the
“spirit of empathy”

The Laboratorio de Gobieno (Government Lab) is at the center of innovation
generating policy-making in Chile. Although a strong relationship with the government
is required, its position is non-political. Therefore, the organization can continue to
operate even after changes in government.

BV AR % BRI

473 X > k5 7R (Laboratorio de Gobierno)
& FYDHBEICET B4/ —avDEl
FKeBERNEL-BMTH D, S<DM/R—
TavtR—I3BETESER T LTLES
MBI OPRRIIEIFONTNSIET

Laboratorio
de Gobierno

MEETEDEREINTULNS,
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7= &) FERRTHIE T/ R—
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72
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BIFNIERO BN EZEZ TS, Bl FiE
ATHAHA—T - TatKH R RIFITOHK
BESFIHE THBEI LD D M/ R—aviK
RICEAZMITEDOTIIRL BIFHITITZ
avBEHEENTHIRZILLHIEED
HETELTULS,

A ri—DREICETREES

INETHNAY FIRIE SRS ER
EH' S ERE FIZ IS BEPHIERE V7
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ICId28 ZDRRY 7HFRBL. T YA+ —%
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TW3,
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@ Civilservents and designers
empathizing with and
challenging each other
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Government Lab has a network that connects
roughly 20,000 innovators throughout Chile.

FHEXPCA VY N—DREICHREZEL,
DBREETHAF—RAHICHFIVRIRER
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NTICKBICERYVEC ALY H S, FYIC
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WIBIE AFaPa0rET7HEEHE
KBETNRT Yy I4/R—avicxdd
PEEOZEVBEEINTWVS,
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2-6. Singapore

Innovation Lab is the hub of policy-
making in every agency

The Innovation Lab, located under the Singapore's Prime Minister's Office, is

an organization that serves as a hub for design policy projects. In Singapore,

nearly every ministry and agency has their own innovation lab, numbering at

more than 70 in total. The government is working on policy design across the

board.

FHAF—BFEDRFNIFLSEL
VUHR=—LDA/R—= av TR,
ZLOERTOP I MIEDLB ARERH
BEYEAE LTI TERY —EXDHR—
ZINHA b THB[LifeSGIR[ /8T Vv s
Y—EREVZ— Db EIFHFZEIFON
%, BiE I T IR & B L - E RS

PUBLIC

SERVICE
DIVISION

PRIME
MINISTER'S
OFFICE

The Innovation Lab is housed in the Public
Service Division in the Prime Minister's Office.
The website states, "People are our greatest
asset."

HTHB[ AT —bRAa Vg | DRFEEL
THBEN-KTAP I M BHEIX B
BOTBY—ERZTY X by 7 THET
ZIYBHNRER—THB,\WThD7H
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A)R—2av IR LI-BEEEIE
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AT =27, AP s bR I X
Y FOEFRHLEFRELTVLS,
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Rather than looking for the “right” answer,

just keep asking “Why?”

BEORFNRBVOBWETET, T
DHBCBREBREFF BV AYN—H F—
LT7RYz V2 EDBHFT RLAICT
YAV DORIEICH 5 BHRPMEZERE T
EHECBY THATTR—F2FIC
DNFBIENTEREWND,
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g
b %

PUBLIC SERVICE CENTRE -8

y 7 S .- =
The Public Service Center also has an
"eLobby" with 24-hour access to the services
of seven major government agencies.

ETHEIEEET,
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ICHIB7EED DI B ORRFIELL
THARIEEI A/ R—2avIFFRD%E
. ZNZFTNhDEWEZIEBELLEY L, 12—
Y —(BERDRITIY F) DILI5EEREL.
AL BEIRICORITEIE, ZDT-
HORDPTHALTHY. [BE?2HEIC
RWET3Z &R DT,



=i JAPAN+D

2-71. Talwan

The Taiwan Design Research Institute
collaborating with media to bring in
internal and external stakeholders

The Taiwan Design Research Institute (TDRI) plays a central role in policy

design in Taiwan. TDRI received awards for its school campus renovation

project. Since then, they have worked to spread the effectiveness of design to

government and citizens alike.

Tz EHHT Adh7-HE
TDRIIFEFROEHBT. 71+ —
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I | ®F &
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TAIWAN
DESIGN RESEARCH INSTITUTE
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Involving citizens in the design
process, and creating policy

e 2"

i i‘ k1.
In the "Design Movement on Campus"
project, teachers and students were involved

in the renovation plans and collaborated with
TDRI.
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3-1. How are different regions implementing design policy?

JAPAN+D examined six different regions. JAPAN+D is taking on the challenge of combining the best parts of these regions and developing them in Japan at speed.

@ Researching and learning
from other countries

H

Chile

Presumption: Design is implemented from a top-

down approach.

Implementation Strategy: Learn from leading cases
from other countries and implement them in a top-

down manner.

Challenge for JAPAN+D: Build a network with
overseas policy design experts to gain knowledge.
Develop domestic capabilities by learning from

project successes and failures in other countries.

é,.-.,

Specific Project Level

@ Accumulate Success Stories

Singapore Taiwan

Presumption: The value of design is felt by one

organization, and design projects spread from there.

Implementation Strategy: By creating successful
examples, other organizations will recognize the

value of design and will become easy to engage.

JAPAN+D: Create

examples of policy design projects. Dissemeniate

Challenge for successful

this information and create user empathy.

Multiple Organization Level

® Widespread Promotion, All
at Once

HEE N>~ 1 Il
HEE =i 1 N

Denmark United Kingdom Sweden

Presumption: An understanding of the meaning of
design and its value in the broadest sense is felt by

the entire population through public education.

Implementation Strategy: Incorporate a project-
based design approach through a government-

approved professional organization.

Challenge for JAPAN+D: To create a government-
approved organization specializing in policy design.

Additionally, establish a system that can implement

policy desigr@Ojects. r

Entire Government
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3-2. What is the implementation process?

Where should policy design begin? We created this image based on our research. For organizations with many people who understand the design approach, it is not
always necessary to start at the beginning of this process.

INSPIRE INVOLVE NURTURE ACTIVATE SSCALE

1. INSPIRE 2. INVOLVE ) 3. NURTURE 4. ACTIVATE 5. SCALE Through understanding
To accelerate policy

. and practical

A  small group of design, involvement Successful policy New members who
members learn about and collaboration of design experiences are have learned the design experience, policy
the value of the design new stakeholders, shared  with  other approach practice design  becomes  an
. . . established process

approach and begin to including external members. Members policy design.
. . . - throughout the

communicate that talent and partnerships learn to practice policy Recognition of the
. . organization, and its

value to other members with other design and encourage power of the design
and the organization as organizations, is the use of a design approach spreads. positive impact grows

a whole. sparked. approach. exponentially.
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3-3. What is the key to advancing the design approach?

Empathize with each user and delve deeply into their needs. The key is to test the ideas gained from this process on users and implement them in society while repeatedly

making improvements.

Phase 1
Discover,

Phase 2
crystalize,

Set Policy Agenda

Start with discomfort and
doubt

Instead of looking for answer to issues
that have already been set, start by
asking questions based on the
discomfort or doubt felt by staff
members.

Look from the perspective
of individuals

Rather than formulating and verifying
hypotheses to solve social issues from
a macro perspective, we take on the
perspective of individual users we aim
to help and dive deeply into their
specific issues and needs.

Phase 3
turn into concepts,

‘ &

Phase 4
create and share.

e s\> ' e

Implement Pollcy

‘\)/l

Co-creation with users

Rather than formulating and
implementing policies inside the
government or with a few experts
only, ideas are conceived and
conceptualized together with
actual users.

Test and improve

Have wusers try out prototypes
(prototypes of services), and then
use the feedback received to
further refine the prototypes to be
implemented.
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4-1. The future JAPAN+D hopes to create

JAPAN+D has established the following mission (the ideal society we aspire for) and values (our action guidelines).

IQ
N

@ Mission

To incorporate a design approach into Japan's administration to
realize citizen-friendly, more thoughtful government policy.

\ |
@ Values

Explore = We expand beyond conventional frames and explore issues from a future-oriented

perspective
Question We formulate essential questions through in-depth user research
Co-Create We respect diverse values to co-create with our colleagues and partners

Improve We proactively challenge new improvements, even when the issues cross ministry

boundaries

Implem  We create and deliver policies that empathize with each citizen

ent
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4-2. JAPAN+D Members

In March 2022, the "JAPAN+D Project" was launched by forming a team of volunteer MET| employees in their 20s and 30s. The team will be expanded beyond METI to
include members from other ministries and agencies. We will also accelerate our activities through the creation of communities that are active in a variety of areas.

*In alphabetical order

Project Members

. Fumiaki Ebihara Dai Habata

>

<»

* #sky #humantalent

#artstudents

Hiroshi Harakawa

#productdesign
#designrights #policydesign
#artstudents

Takuya Kikuchi

#design #art #humantalent
#intellectualproperty
#interdisciplinary

Kazuki Numamoto

#design #innovation
#airmobility #education
#organdpersonality

Tatsuro Utsugi

#value #valuedesign
#rerenaissancesociety
#startingfromme #humanity

Takashi Asanuma

#contributor #digitalagency
#design #digital

Chika Masuda

#partner #AIS #design
#research

¥

Com mun ity *In alphabetical order

3
T

#design #local #expo #camp

Naoki Hashimoto

#design
#intellectualproperty
#socialinnovation
#cooljapan

Ryosei Mizuguchi

#design #artstudents
#publicrelations
#scienceandtechnology
#worldexpo #startup

Kyuichiro Sano

#digital #operationalreform
#web3.0 #innovation #D)J
#|LoveToyama

Ryo Watanabe

#operationalreform
#internationalcooperation
#smallbusiness

Shunsuke Ishikawa

#partner #KESIKI #design
#innovation

Sean McKelvey

#partner #KESIKI #design
#human-centered

Y]
?

e
C

|

Eriko Hanntani

#design #fukuoka #regional
#researchanddevelopment
#diversity

Daisuke Hirota

#agilepolicycreation?
#designingpolicyresearch
#reiwakiheitai

Yuka Nakagawa

#design #happy #human
#diversity

Kenjiro Taniguchi

#policydesign
#policyinnovation
#cocreation

Yudai Yanagi

#workwithexcitement
#intellectualproperty

Fumiko Ichikawa

#contributor #RE:PUBLIC
#design #local

Kinya Tagawa
#contributor #Takram
#design #engineering

%

T

B
¢

Aya Hanzawa

#design #artstudents
#global

Yuji lida

#workstylereform #teaming

Shingo Nakano

#operationalreform
#solvingsocialproblems
#policycreationbreakthrough

Arisa Toujou

#newperspective
#promotingexcitement
#smallbusiness

Yasuhiro Yoshikawa

#circulareconomy #reiwa
#energyconservation
#smallbusinesswhitepaper

Masahiro Kunieda

#partner #KESIKI #design
#meaningfulness

&>
8
3
o
£
2

Takashi Harada
#design #intellectualproperty

Waka Itagaki

#socialinnovation #DX
#global #mirasapoplus

Atsuko Nishigaki

#design #diversity
#intellectualproperty
#worklifebalance

Saki Uchida

#hiringandorganizationaldev
elopment
#empoweringwomen #globa
#bridgingpublicandprivate

Hiroki Yoshida

#govtech #architecture
#servicedesign

Takao Kunori

#partner #KESIKI #design
#narrative
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4-3. JAPAN+D’s actions
JAPAN+D aims to realize citizen-friendly policies through "policy making," "organization building," and "building a network."
Introducing New Policy-Making Processes
z £ We challenge ourselves to introduce design approach methods into the policy-making process to
. : AcEEERNLEEY 'SINAIS Knowledge
Policy-Making g g
£ We accumulate, disseminate, and share the knowledge and experience gained through practice
throughout our organization
Establishing a Policy Design Implementation Team
“ + To promote the introduction of a design approach into policy, we will establish a cross-sectional
‘ organization by recruiting motivated members within the Ministry
Organizati on Bui Appointing External Personnel to Support the Introduction of Design
+ We will appoint external design personnel to the Ministry who can engage in dialogue, and help
introduce a design approach into policy making
Implementing Policy Design Education
< We will introduce educational programs to cultivate government officials who can empathize with
diverse perspectives and understand how to implement a design approach into policy-making and
policy-delivery processes
Making Partnerships Domestically
[] ® We will formulate and expand a community of designers, companies, local governments, and ministries
interested in introducing design approaches into government, and create new Japanese policy-making

Building a Netwoc and policy-delivery processes
Making Partnerships Overseas

® We will build relationships with overseas governments and institutions involved in policy design to
share knowledge and experience with these organizations from around the world that are taking on the
challenge of policy design

21
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Research Overview

Time: December 2021 - February 2022

Method: Online (Zoom, Teams)

Interviewee Countries: Denmark, Chile, Taiwan, UK, Sweden and Singapore

Interviewers: Inoue Takuo, Esben Groendal, Masuda Chikako



Sune Knudsen
COO, Danish Design Center

Analysis Comments in Orange

Action Point

* Consider what is needed and what is possible in terms of political backing,
when setting up the policy design initiative

* Be sure to create an atmosphere of action

* Think beyond the current team structure, and envision a community of the
future.

Trained as historian and has worked as army intelligence officer and political scientist. Has
worked in MindLab as a project manager, and then changed jobs to head of innovation and
strategy and the ministry of employment. Worked on inducing innovation and design into new and
existing policy. Has worked at DDC for 7 years.

The ministries were interested in how to “wrap their minds around” user-centricity and innovation.
It is interesting how this seems to be common, yet hard to do - moving from intellectually
understanding the need for something, and translating it into your own action.

Sune talked about a project where they had a register of Danish businesses, based on an EU data
format. But one third of registrations where wrong, and took longer than it was supposed to to
register. Together with Mindlab, they went in gualitatively to understand what went wrong, so they
could innovate the registration system.

Trust is a big part of why that project went well, even though there were many stakeholders. That
trust, Sune reckons, stems from the fact that there were no outsiders. Everyone, including
Mindlab, were public servants. That’s a huge advantage.

Doing innovation in government necessarily entails kicking up dust in the power hierarchy,
because everyone has their own political agenda. However, with Mindlab, they had an advantage
in the fact that their board included permanent secretaries in different ministries. From this, Sune
made the point about how important it is to consider the level of involvement necessary to
achieve the goals of the policy design initiative.

People who worked at Mindlab started changing jobs into the other ministries, and they began
acting as translating mechanisms. They also worked deliberately on building a network across

government.

Working in projects can be good to create cases, and build a business case for the lab in general.
But if the impact should be strategic, the work should reach and be understood by people higher
up, fairly early on. The team needed in the start, should be designers who are well-versed in
policy, who can effectively work with policy-expert teams.



Professionalism is a work in process.

The DDC inherited the idea and legacy of Mindlab.

At the DDC they work mission-based (see Mariana Mazzucato, Mission Economy: A Moonshot
Guide to Changing Capitalism)

It is important to stress, that the lab is not the end in itself. Instead focus should be what
the lab can enable in terms of outcomes.

You can start out introducing change in a safe environment, and avoid the big flashy, public
commitment. Prototyping and testing is crucial here, and even the DDC is only still trying to do it.
Prototypes create safe spaces if they are done right.



Christian Bason
CEO, Danish Design Center

Bason mentions two traditional paradigms for how change has happened, Managerial and
Technological. A third paradigm, which is human-driven, is focussing on markets in terms of users
(consumers, citizens etc) and recognizes a wider set of knowledge and behavior.

It is important to understand that the human-driven approach can not stand alone, and is instead
augmenting the two others. This goes for both public and private contexts.

It takes time to embed a human-approach and a lot of work. Concretely it requires different
starting points, different teams and different professions (“softer ones” such as design, liberal arts
etc).

The DDC works with how Denmark addresses innovation and creation. Fx a national strategy for
creative industries. They work with coaching officials in design and help them work better with
creative industries. (enablement) Coaching and executive training in general, is modular and
builds up competency and understanding of design. Particularly relevant here is the building of
tools, which help civil servants work in new ways. They also provide org. design advice to
build teams and labs™.

They work with missions around long-term targets, and then cultivate an eco-system™ which can
be mobilized. (working collaboratively outside government)

For their work within ethical design, they have developed a labeling solution they call the D-Mark
to put on solutions. This is a way to make their vision tangible and something that people can
gather behind.

Mindlab was inside government (the ministry of economy) and so was closer to decisions. DDC is
independent, yet funded by the government.

Action Point

* What can Team D do in terms of building out a unit internally?

** Map ecosystem close to Team D to understand where they can effect change

There is a growth in understanding and scaling - driven by service design and digital solutions in
governments around the world. Many teams are directly embedded in government, which is very
important. This gives them power, speed and impact.

But this highlights the crucial point of how a team can be embedded. He’s worked on a 10-year
review of how teams negotiate fit and staying power. This is also related to a point about going
beyond the lab, and actually redesigning policy.

One of their insights was that innovation teams are vulnerable to structural change.

The Danish journey has been characterized by a good starting point, and the understanding of
design has gone hand in hand with deployment of digital solutions. There has been a boom in
awareness, but it has sort of plateaued right now. It was more action-oriented in Mindlab, and
DDC has less access to on-going policy making. He mentions 3rd places as places of
collaboration, which can bridge the gap.



In terms of skills, the need for digital literacy is huge across government. This should be
combined with skills in policy making which are boundary spanning and can look across
government (just like the user does). It is few people who can span from innovation to government
mindset, but that is exactly the hybrid governments need. He also highlighted again the softer
skills such as strategy, professionalism, social skills and communication skills, as being crucial to
actual implementing change on the ground.

Another critical “skill” for civil servants, is the ability or courage to reach outside of government for
help, and work with new perspectives. This rests on strong governance. In Mindlab, they had a
strong mandate from their board, which was populated by different ministries who could then
easily ask for help. This requires social intelligence, and basic likability and ease of
collaboration on the part of the innovation team***.

They make sure to have 40% of their time throughout the year free to be flexible and agile.

In order to bridge the divide between what the innovation team can contribute with, and what the
politicians need, it is important to make the common ground clear. Common ground is often that

Action Point

*** Be aware of how design is introduced, by whom and in what setting. Design
as a way of working needs to take into consideration how people approach their
work to begin with.

people want to see the same kind of change. This can then be followed up with work that
connects the senior manager or politicians’ work with the lives of citizens. In Mindlab they had
good experience with this, as it really opened the eyes of stakeholders.

He later made a point about how, when they approach companies and fx train CEOs, they talk to
them as humans, and keep in mind that government offices and private companies are
fundamentally run by humans.

This insight requires a lot of professionalism to execute on probably.

Japan has the ambition to improve, is very professional and dedicated, there is humility around
problems and an open-mindedness to new ideas. There is also a great history of design and
aesthetics.

But all of this has not come into play in the digitization of government, and this is where the
challenge and opportunity lies for Japan.

DK has so far been better or faster at bridging the divide between design and improvement in
traditional fields, with the new opportunities of digital.

In Japan, top level backing is needed to provide focus, legitimacy and urgency. This can then be
combined with perspectives outside of government. And then it should be made easy to change.

Countries that could be good to look at is Norway and UAE too.



Dr. Camilla Buchanan
Co-Head of Lab, Policy Lab UK

Analysis Comments in Orange

Was set up in 2014 based on some ongoing reforms of the civil service, but also pressures from fx
Design Council around the government needing to have design capability. Projects lasting 4-6
months. Started out spreading the word through free speaking engagements etc. They needed to
do this in order to get the word out on what they could offer different departments.

People on the team are increasingly T-shaped, with especially younger people coming with varied
design-related backgrounds not wanting to be defined by one title.

Working with people is in the DNA of design. Their capacity to work with and understand people
as a lab, is a big part of why people contact them. But design in general is all about people,
visualizing things and clear processes. People is a sort of starting point, because civil servants are
beginning to understand they need to be people-/user-centered.

They work with strategic design, which means they work on questions of policy and of
organizational change. Less with concrete services, as these are further down the chain. This
creates a need for them to be clear about hand-off of projects.

They work as a consultancy, having to cover their own costs.

Two buckets: 1) tools and 2) environment that sustains design work (team, freedom, common
language of design process)

Demand isn’t drying up, because there is an overall shift towards user-centered design and
innovation, driven by very visible initiatives like GDS.

They work in a designly manner on bits of policy. Camilla points out that true learning-by-doing
isn’t happening consistently downstream from the policy work.

Camilla reminds us of the important distance between policy and citizens, and how many
steps have to be taken in between. On this continuum, Policy Lab sits, with projects
reaching more or less into delivery.

She refers to the fact that design seems to be something everyone can do, although few expects
non-statisticians to do statistics very well. So design is not being taken sufficiently seriously. This
is a communications-skills problem on the part of design teams in general, which perhaps
can only be relegated through confidence and humility in how real work and results are
presented.

Relating to digital, it depends on the kind of project they do. Digital is a big part of their tool box,

especially during the pandemic. Whether the policy questions they tackle end up requiring a
digital answer, depends on a lot of different factors.

1. What is the difference between policy approached through design, and more traditional
policy development?

The difference comes down to what design can do, as noted about in relation to people
centricity, visualization etc.

2. How do you choose between projects suggested to you?

They have project criteria (impact innovation fx)



Action Point

* Identifying the continuum/system in which the lab will be running, is crucial to
aim at the right projects.

What are the current points of contention, challenge or breakthrough in the policy design
community globally?

A lot of development around design in government and strategic design, with a whole global
ecosystem (courses feeding people into every sector) emerging.

Looking ahead, Camilla recognizes ethics as a challenge, because they are existing within a
government system, and has to adhere to that. But it’s a dilemma to declare one’s ethics,
and then speak up with the risk of then not being asked again in the future. But in the case
of Policy Lab, she believes design is “in” and can start to make bolder statements around
some of the bigger issues in the world like climate. It’s less about proving oneself how, since
they’ve already done a lot of great and impactful work, and more about finding out how to
move from smaller team doing high impact narrow focussed work, to high impact broad
focus work.

Similar to Roman in Chile, Camilla aims for a spot closer to fundamental decisions
processes like spending review processes.



Roman Yosif

Executive Director, Laboratorio del Gobierno

Roman worked in finance at a Swiss Bank in Mexico, after finishing a degree in business
administration. He then co-founded two companies, before applying on a whim to join the
GovlLab. His main motivation was that capitalism is opposed to democracy, because big finance
in particular is governed by a lot of dark processes. Democracy, on the other hand, requires
transparency.

When he read about the government wanting to do innovation in 2014, he thought it sounded
amazing, because government is usually associated with stability and the status quo, whereas
innovation is all about flexibility and agility.

Action Point

* Look critically at what doesn’t work and apply first principles-thinking to create
a new path

* Take a radical action-oriented approach.

He is politically uninvolved, so that’s maybe why he has been able to stay on.

He finds that government improvises a lot, which can be a good thing, but mostly it’s part of the
problem around why things don’t evolve. Instead, to better evolve you need methodologies and
processes. They spent the first four months designing their first methodology.

He has been executive director since 2019. At that point, he saw that they didn’t have very much
importance internally, so they analyzed their past work critical during a one week internal
workshop and look at why they hadn’t had any results.

They arrived at 5 points

1. Public innovation needs to be at the center - they were under the ministry of economics at
that time. (since then they have moved to be under the president’s office, and are currently
in the process of moving to the ministry of finance, in order to have a bigger influence over
how money is spent)

2. Public labs must be at center of important public challenges - so they changed their
methodology. (He noted that many govlabs and initiatives fail after 3 years because they
don’t provide any concrete results, it's mostly a PR stunt in many cases)

3. You need a clear business model(s) - they implemented a strategy of decentralisation, in
order to maximise how their own limited resources were used. They have three main
services: agile consulting, innovation network and an index. It’s holistic and complete,
because with agile you create change, with the network you systematize learning open it
op to decentralize. The index then measure institutional capacity in the state every year to
innovate. (Roman mentions how they are running on half the budget of what they had
available 4 years ago. They achieved this by figuring out that they require less, and focus
more on making a good team)

4. You don’t need to transfer more money to incentivize innovation - use existing budgets to
innovate, by showing how this can be done. Roman underlined how they have a powerful
argument when making their case, in that they are not an external consultancy, they are
public servants working for a common cause, and can leave again once the problem is
fixed. This contrasts with the role of private consultancies, who need to come back again
and again to make a new sale. Roman mused that they don’t charge money, they charge
political commitment in a way private consultancies can’t. They ask the ministries they are
helping, to allocate time of their civil servants to be part of the team. That’s why Roman
sees his role as being very politically dependent.



5. Need a team and a strategy that are close to administration, but need to be fundamentally
apolitical in their work. This helps them with continuity.

The team is grounded in diversity. Diversity in background, culture, gender and political beliefs.
Roman referenced this as good practice from succesful companies like Google, Apple etc. (This
hints at their ability to identify what works, and implementing it in the name of their cause, without
overthinking or embellishment.)

They work through iteration, clear governance and maintain a strong focus on implementation.
Roman points out (similarly to Christian Bason’s Mindlab experience) the importance of having
spare hours to be swift and reactive instead of over committing. They want to be a do-tank, not a
think-tank.

Roman pointed out that you can define important projects across many different parameters, but
he highlighted a project around violence against women, and one about unemployment subsidies
as being particularly impactful.

Social Protection Network: WhatsApp Woman:
An Unprecedented Silent Channel to Guide Women
Co-Creation Process in the State under or Witnesses of Domestic

Violence during Confinement

Nuevo canal
WhatsApp
Mujer

Year of Ieglementation =
318 - 1019

Year of Inplemestaticn
o

Results

=
#WhatsAppMujer © +569 9700 7000

Over 11 million wsers have Results
accessed the f

32,417 attentions
157 programees and benefits generated in the first
avallable for user access. year of the launch of th
service chanmel (April
Over 680 thousand in site 20820 to April 2821).
attentions at ChileAtience
using this platform. 13% of attestions
(perforned between
January to April 2821)
were deliversd through

the WhatsApp channel.

wWinner of the 2919
Avonai award for public
innovation,

Types of Insovatica Developedin Typus of Tsnevation Sevelopedia
this Project this Preject

Different Angle: The Experience of Agile (p 54) Different Angle: The Experience of Agile (p 70)

The biggest one is the public innovators network - the client is the network itself. The one with the
biggest impact is the agile service, and in terms of long-term capacities, the index is the most
important, because it helps organizations get better at their own innovation capacities.

Public-public Collaboration is difficult because of the siloes (public issues are not in silos, but
public response is in silos!). They work by clearly defining governance and maintain Project
Managers on both sides, so projects can be followed through and grown into the organization.
They try to get many people involved in the process for deeper integration too. They try to create
an atmosphere of innovation.

They are also increasingly aware of the culture they are working into. Fx by being more empathic
around the clothing they wear and their attitude. In the beginning they were more hipster-
designers, but lately have consciously shifted to suits and ties to match the people they are trying
to help.

They work hard to show that change can happen, and take ideas into action. And also show
intermediary results.



They try to push people to active change from the first workshop, instead of presenting all the
theory of design and innovation. Lack of implementation is in Roman’s opinion part of the
problem.

Q: How to get public servants to adopt design mindsets in their work?

A: Making people feel that they can effect change, not simply do design tools and stop. It
has to be practical and feel real.

They have been looking to GDS for digitalisation. Singapore, South Korea for Al... and then Latin
America for social innovation, Mexico, Chile and Colombia for example. But public innovation is
only at 10% of what it could be, and Chile is making a good case for how it should be.

Their plans for the future include moving into the ministry of finance. The passed two laws in
congress to have that change realized.



Shao-Hung Cheng

Project Manager at Taiwan Design Research Institute

Analysis Comments in Orange

Hung identifies as project manager, and works to improve project management processes.

Worked on a project to let designers redesign a college campus. Very visual and comprehensive
overhaul.

Screenshots from YouTube video showing the “Design Movement on Campus” project.
https://www.youtube.com/watch?v=dST2G7-tCPU (2019)

They did a shared process with the media, had an editor of education news as their partner. He
saw a dilemma in design within democracy, where democracy needs quick and visible results.
The politicians need the public to quickly recognize value. Comment: This hidden mechanism of
design procurement could play a big role in why it is hard to put design in play in less visual
contexts like services. Related to this point, it was highlighted later, that it is important to make
people see an outcome in a short time - quick wins, if you will. In order to for decision makers to
understand that design matters. Otherwise it gets bogged down in proces. Being able to show
that design matters, influences how resources are spent in the future too.

Hung finds that designers have a hard time in government because of all the rules and regulation.
They got an approval to work around the rules.

Comment: This is an approach often seen in policy innovation, where rules are bent for a
specific region or a period of time, to test if new ways of doing things might work better. In
Denmark for example, a lot of progress has been made with “pilot municipalities”, where
municipalities can apply for waivers of particular policies so they can work in new ways.

Design allowed them to move from a traditional waterfall approach, to more incremental change.
Working on basic requirements. Comment: There is a case in the Netherlands, where a design
agency was brought in to help the government write project scope and requirements, to
ensure that there was a citizen-focus at the core.



Hung found that civil servants were open to the new approach, but people on the ground who had
to change their way of working were more negative. He also highlighted the point of managing
stakeholders. Designers bring empathy and an end-user perspective through fx user stories.
Comment: Remembering that policy affects many different kind of people in different ways,
and managing that through understanding and visualization, might be said to be a key role
that design can play.

There aren’t many designers in government in Taiwan in Hung’s view, because change has to
come from the top down. Comment: It felt more or less implied here, that designers work
more bottom-up in their approach to gathering facts and stories from the ground.

But on the other hand, he said that design thinking could be complementary to more traditional
expert judgement in policy making. Not necessarily a question of either or.



Dan Hill

Director of Strategic Design, Vinnova

Analysis Comments in Orange

Action Point

* Maintain a clear separation between high level, and low level discussion, in
order to move forward in a structured manner

* Visualize the relevant system, and work at it methodically

Dan has a background in digital, but has moved between many roles within strategic design and
government including in one of the first such labs in Helsinki. He sees a common thread in his
work as being about crossing boundaries (which in his words are mostly legacies and
assumptions - this implies are deep systems understanding).

To approach issues through a systems lens, requires that people realize how different areas of life
affects others (buildings influence health etc.)

The work by starting out with a statement of the issue - climate change, for example. From there
they draw out everyone and everything connected around this. They then do what they call “the
system in a room”, where stakeholders work together. In doing this, they “pull in the system” from
the beginning, and so scalability is baked in as a consequence of this.

“My role as a designer is recognizing that policy and practice have to fit together, that the best
policies are refined by ideas drawn from practice.” - Dan Hill

They know the reasons to act, and they have targets to go towards. They also have tools
and methods, so all they need is to take action. This creates the environment that they have to
act within, and also have discussions within. They work mission-oriented innovation, just like the
Danish Design Center is trying to. And they do this not in a technical way, but in a social
innovation focussed way.

Dan points out the same distance between high level decisions and low level decisions, as
Camilla did. He points out that the directions are set at the high level, so it’'s down on a lower level
that experiments can be undertaken with multiple stakeholders working together. They are very
clear in separating the two levels, so they don’t end up with a highly abstract idea into a detailed
conversations. This might be a big issue for Japan in general, where abstract conversations can
tend to derail focus from hands-on problem solving.

In talking about leading the process around change, Dan talks about having confidence in setting
the direction based on the reasons and the targets mentioned above, and then going into it with
humility. This means for example, that they take care to “flatten hierarchies” and use simple
language and tools to draive conversation. They serve good food and coffee, they go for walks.

He highlights different qualities of design. One is the ability to hold ambiguity, and work towards
synthesis of information through sketching and prototyping. Another is integrative thinking,
where sense can be made of different connections in a system. A third one is stewardship, where
the designer sees the process through to the end, like an architect visiting the building site many
times.



Dan sees adaption as a keyword for government going forward. He highlights Japanese building
codes, and how they have sped up the “metabolism” of the city. Technological advancements
change how people live, and cities and governments should be able to respond to that.

“So my job again, usually in government is to look very carefully at the changing things. And then
we figure out as we through our projects, how do we use our systems to explore that change.”

By working systematically, systemically and strategically, they can leverage the existing scale of
systems like roads.

Working systemically is all about creating an overview of the system, and keeping the overview.
Initiating change and experiments where it makes sense, and then being prepared to scale
working solutions. Pulling government closer to the change is a way he summarizes what a
new way of working implies.

This means specifically that workshop goals and participants are very carefully vetted. A
workshop takes a lot of preparation, because it has a huge role to play. When workshops are
done right, they contribute richly to the success of a project, and they are the antithesis to shared
Word-docs and PowerPoints where policy tend to happen. After workshops, they put a lot of work
into testing and reframing, looking at case studies etc.

To identify what to work with, they look for for example “pulls from society”, which are small
signals that something is interesting or happening. Then they examine the context in which it is
happening, and for this they talk about typologies. For example, no school is the same, but all
have school-like qualities. Often times, foundational layers are common like “skills and
capabilities, financing, policy, law, data and code”. They can the break out a change over the
different layers, and invite relevant parties to contribute their perspective. They did this with a road
intervention, where a government agency was invited who otherwise never participate in such
projects. But because they were there, the ability to scale the idea become so much more realistic
from the beginning.



Teo Linyou

Principal Design Lead, Innovation Lab
Public Service Division, Prime Minister's Office

Analysis Comments in Orange

Main Points

* Focus on building network capacity, not a single team

* The key to success is not to get more designers, but to embed an
understanding of, and curiosity towards users.

They are 7 people in the Innolab. They way they work is by starting with the why of transformation
when explaining what they do to the people affected. The world is changing, and there will appear
new and better ways to serve citizens. This is the clear, common goal that drives them. Dan Hill
at Vinnova for example also talked about having a common understanding of what the
purpose is.

A big driver of the need for change are the new technology and new business models in the
private sector, and this creates new expectations of the public sector as well. Singapore has
manpower and budget constraints like other developed countries, as well as an aging population.
All this comes together to press the government to figure out how to do things more efficiently
and effectively.

The value of design is to understand multiple perspectives in an increasingly complex world. This
means understanding the problems that policies are supposed to solve and improve quality of
decisions. The real issue is about understanding the problem and the user.

What’s lacking in traditional policy making is the why. Traditional schooling discourages asking
‘why’. This has led to less engagement with users, and they emphasize with new project teams,
that they have to be on the ground. This point is a lot like the focus of other labs, which
encourages a physical “getting closer to” users.

InnoLab tries to understand staff concerns, instead of just telling them what they should do.

Many civil servants understand that they need to talk to users, and are motivated to do so. But
other are ‘scared of users’ in the sense that if they engage and ask users’ opinion on the public
sector, they get a lot of negativity. InnoLab facilitates these encounters, and they find that citizens
who complain turn out to be happy that there is an outlet and to feel that government listens.

They work as a connection hub between vendors and agencies, if they can’t directly help with a
project themselves. Knowledge sharing is a big part of what they do.

They work with whole of government projects, being a bridge between policy and users. The
projects tend to be top down and involve a lot of agencies. There are 73 innovation labs in
government, all of them have very few designers. Feeds into his point about design being
learned as a mindset. They build a network (capacity) instead of building a single team. This
point is also similar to Chile’s attention to network-building. They also work with bringing
these labs together, so they can learn from each other. As part of their capacity building, they
have monthly one-day workshops. They also run ‘megathons’ with upwards of 1000 people, to
encourage innovation across government.

LifeSG is on of five parts of the Smart Nation Strategy, where they deliver certain service journeys.

In relation to LifeSG for example, they are experts of method, not of subject. Playing the role of
player coach. They start out projects by doing research and ethnographic studies. This is again



the human centricity being translated into concrete action. They realize that their work is not
just design thinking anymore, they do a lot more organizational development recently. So the
vehicle of change becomes the organization, and aligning everyone with a common image of
success.
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Their role will change going forward, and they see themselves become more of a center of
excellence in the future. Their value-add is in the oversight and overview of projects. They can
play the role of “convener” - connecting teams together. Since they don’t have domain
expertise, they can also play the role of insider-outsider, like MindLab, so they are civil
servants working together.

They have also worked on Public Service Center, where
government services can be accessed through a single
physical and digital touchpoint. This kind of initiative
requires different agencies to collaborate, and they
spent considerable time prototyping, testing and
learning.

Their team has few designers, and they believe in
getting diverse opinions both within and outside of the
team. They believe anyone can be creative, so it’s not
so much about having more designers in government.
It’s more about teaching empathy, but the process of
design thinking helps people work in the right direction.

A public service center in Singapore



He believes the most important thing is to do it and experience the process, that’s the main thing
a design education offers. So even without one, people just have to try it a couple of times to reap
the benefits.

All domains are potential for design approaches, as long as it’s not applied to pure and obvious
solutions. Works well in bringing together different agencies. What design does in this regard, is
to unite people around the user experience and imagining from there.

They want to follow through (much like the stewardship Dan Hill mentioned), even though they
tend not to be solution owner. They use “jobs to be done” as a guidance for delivery teams
afterwards. This is akin to the hand-off that PolicyLab in UK does.



Yu-chen Chen, Jiun-yi Wu

Deputy Group Leader

Analysis Comments in Orange

TDRl is a fairly big organisation with 150 people. AlImost half of these are designers and design
researchers.

They have been working to promote the role of design. This is similar to the original mission of
the Danish Design Center. They recognize that this is a trend globally. They want to use design
to increase Taiwan’s international competitiveness, especially because they have very few natural
resources. The president even said in 2019 that they want to move from Made-in-Taiwan, to
Designed-in-Taiwan. This is move towards greater “soft power”. They began by pushing design’s
industrial applications, but have since branched out to policy and organization - intangibles.

They have three missions: supporting innovation and promoting cooperation, supporting
corporate innovation and becoming a platform for young people to start businesses from.
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They work in a variety of fields, and they engage different teams of theirs, depending on the needs
of the project. This highlights a centralization of expertise, which can be called on as
needed. They work at every stage of the design proces, including creating guidelines to
organizations so they can increase knowledge of design. This points to an effort of extending
the mindset around design, to enable teams to be self-sufficient.

TDRI promotes inter-organizational collaboration and understanding. A shared language around
needs, which arises from doing projects, also creates a positive cycle outside of TDRI as time
goes by.

They have added design to the basic curriculum of new civil servants, so they are prepared to
innovate when they start working. They offer both beginner level training as a seminar, and more
advanced training as a workshop, where the potential uses of design in the public sphere is
discussed. They have a case-library and museum that they can draw on for public sector training.
Capturing and sharing learnings are important activities when promoting and showcasing
what design can do over time.

They are doing work around defining the values that design bring, outside the traditional scope of
branding and profits. Values such as user satisfaction and environmental impact are important to
take into consideration going forward.





