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How do we get from here...



...to here?





“We haven’t got the 
money, so we’ve got 
to think!”

Ernest Rutherford



Value of public sector innovation

Productivity

Service
experience

Outcomes

Democracy



How do we enhance our ability to 
think and act differently...

...to arrive more effectively from 

public strategy to public value?

The challenge



The way forward: 5 principles

Recognise that no public policy arrives on a 
“ground zero”

Other actors and contexts are always part of 
the picture

Understanding people’s behaviours in 
practice is key to good policy design

Special skills and environments can turn 
behavioural insight into action

Policy that works is best (co)-created
through systematic experimentation



Across the Globe, leading 
governments are currently building 
the capacity for systematic 
experimentation.





Innovation labs: Recent examples

Innovation Lab, Office of Personnel Management

(Washington DC, United States). 2012

Centre for Excellence in Public Sector Design
(Canberra, Australia). 2012

Solutions Lab @ MaRS

(Toronto, Canada). 2012

Behavioural Insights Team (”Nudge unit”), Cabinet Office

(London, UK). 2010

iZone, New York Department of Education

(New York City, United States). 2010

The Australian Centre for Social Innovation (TAC SI)
(Adelaide, Australia). 2010



1. The active involvement of users at all stages of 
development (co-creation);

2. Multiple partners from private and public 
sectors;

3. Bringing together different disciplines and 
approaches from design, science, technology
and business;

4. A dedicated space (real or virtual) for 
experimentation and developing new ideas.

Innovation labs: A definition

Europan Commission InnoGRIPS report #4 2009



“Everyone designs who devises courses 
of action aimed at changing existing 
situations into preferred ones.”

Herbert Simon (1968)



Service design

Design thinking
Strategic design

Human centred design

Citizen-centred design

Co-design

Co-creation
Interaction design

Experience design

Public sector organisations are
trying design on for size



What characterises design?

ChallengingChallengingChallengingChallenging
Reimagining problems & opportunities

Human Human Human Human 
Understanding drivers of behaviour

ExperimentalExperimentalExperimentalExperimental
Prototyping as a vehicle for learning

ConcreteConcreteConcreteConcrete
Visualising to enable cross-cutting dialogues



Three examples of designing 
policies and services through 
systematic experimentation



Nudge
Behavioural Insights Team (UK)



Source: Behavioural Insights Team (UK)



Source: Behavioural Insights Team (UK)



Source: Behavioural Insights Team (UK)



Source: Behavioural Insights Team (UK)



iZone
New York City Department of Education (US)



iZone
New York City Department of Education (US)

Source: iZone (US)



iZone
New York City Department of Education (US)

Source: iZone (US)



Source: iZone (US)



Co-creation
MindLab (DK)



MindLab:
Co-creating to 
tackle wicked
problems.



About MindLab

Established 2002 in Copenhagen, Denmark

Run by national ministries, currently:
Business & Growth
Employment
Education & Children
The Economy & the Interior

Staff of 10-12
Core staff
Seconded public servants

Board
Top Executives (Permanent Secretaries)
Advisory Board (business, academia)





Involving citizens is 
about finding solutions 
that have a better chance 
of working for them.



Professional empathy
Experiencing what citizens experience

New mode of knowledge



From a ”case” to a person with a future



The 
service
journey...

...and points
of pain.



Rehearsing the future
Redesigning interactions with citizens

Different kind of process







The leadership challenge

“My staff don’t question the new 
insights we gained from involving
citizens. But they question the 
consequences for our organization”.

Head of Division
Danish Ministry



Policy Press, 2010



mind-lab.dk/en
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