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OLD POWER VALUES

NEW POWER VALUES

Managerialism, institutionalism,
representative governance

Exclusivity, competition, authority,
resource consolidation

Discretion, confidentiality, separation
between private and public spheres

Professionalism, specialization

Long-term affiliation and loyalty,
less overall participation

SOURCE JEREMY HEIMANS AND HENRY TIMMS

Harvard Business Review
#newpower

Informal, opt-in decision making; self-
organization; networked governance

Open source collaboration, crowd
wisdom, sharing

Radical transparency

Do-it-ourselves, “maker culture”

Short-term, conditional affiliation;
more overall participation

HBR.ORG
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“Civil servants need to be aware we

don’t have the monopoly on wisdom”

Sir Jeremy Heywood
Cabinet Secretary
Head of the Civil Service
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Who are we?

DI

?

Creative space for policy teams

Develop policy in a more open,
data-driven, digital and user-
centred way.

Test and trial new tools on
complex policy challenges

Upskill civil servants in people-
centred approaches to policy-
making
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3Ds In policymaking

We design the
Government levers
(e.g. regulation,
nudge) that sit
around digital
services

We combine ‘big’
data from large
datasets & ‘thick’
data from human
observations

Our perfect
project is the
intersection of
all three

We use alternative
digital data sets to
understand what'’s

going on







Why data?

2
g
f:

Data science uses powerful computer
techniques to analyse traditional data
sets (like administration data or
surveys) as well as new ones (such as
social media data or digital data).

pay_

Algorithms work far quicker than
humans, meaning we can analyse
huge amounts of data quickly and
find unexpected patterns and insights

mental.summary physical.summary

133
1: 000 81




Why digital?
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‘ | Iwant to:
My goals y -
- Take my kids out to fun places like Alton Acheiving this would make me feel:
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- Help us rea
to understand
crowdsource i

More efficient, ac!:‘ce ‘
services online.

Create digital data to continually
Improve services




How do we work?

Diagnose Discover Develop Deliver

Establish scope Generate insight Generate fresh Test and

& reframe through big data ideas refine shared ideas
and proposals

questions and user insight

Be open and collaborative



How do we work?

Deliver

Diagnose Discover

Develop

Lab sprints
Full demonstration projects

Lab experiments’. .-Lab experiments Lab experiments:. _Lab experiments
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Some of our projects

How can we
support people to
manage their
health conditions &
stay in work?

How can we create
a vision for the
future of rail with
passengers at its
heart?

How can we
encourage
businesses to
provide better
childcare
solutions?

How can we create
a vision for the
future of rail with
passengers at its
heart?

How can we
support victims of
crime in a digital
world?

How can we meet
the challenges of
an ageing society?

How can we
prevent and help
people exit
homelessness?

How can we
achieve £1trillion
exports by 2018?

How can we
increase the take-

up of free childcare

for 2 year olds?

How can we
encourage young
people to value
their National
Insurance Nos?

How can we
persuade people to
use mediation
services when they
separate?

How can we
prevent
absenteeism in
schools?




Creating space for mnovatlon .
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Understanding the ‘what’

jobhours

mental.summary  physical summary  pay_last_month

age jDDF‘rEIl.I-rE paf.r_las-t_m'unlh phyml.éu Mimany menial.s-ummary



Understanding the ‘why’:

Ethnography ’“‘“““‘\ |
L .  \ -



Developing solutions together:
Co-design ‘




Trying it out:

Prototyping & testing at every stage

«->cla https://report.police.uk
it Apps

as & =

(8] cabinetoffice.gov.u [~ Gmail - offline

POLICE.UK Report a crime

homepage Ethnography recruit [ '] Welcome to the nev. o Travel booking | MyArts LCC

This is a new service - your feedback will help us to improve it.

Report a crime

@ call 999 if you or someone else is in immediate danger, or
if the crime is happening right now
Text phone: 18000

Report online
This is a new service. We are gathering feedback and making regular improvements.

« If the crime happened in Surrey or Sussex you can report it using our new online service.

= Allreports are reviewed by the police and, if necessary, we'll respond by email or phone within
24 hours.

« You will need to provide an email address or phone number.

In which tewn or ity did the crime happen?
Please provide either a postcode or the name of the nearest town, village or city.

Report a crime »

So today | am pleased to announce a further step to make reporting crime
even easier.

Speech

Home Secretary at the International
Crime & Policing Conference

Working with Surrey and Sussex police forces, the Home Office will develop
From: Home Office and The Rt Hon Theresa May MP . . .
Delivered on: 28 January 2015 (Transcript of the speech, exactly as it was delivered) a prototype for people to report non emergency crime Onl.lne. The growth in

Location: The King's Fund, London

First published: 28 January 2015 H H _ H H

P::t:f: o Haln‘ingatr:epol‘rceﬁghtcrimemomaHe:tweLyandCrimeand policing the |nternet has tranSformed Other services from Shopplng to banklng, and
itis right to give victims and withesses greater choice over how they report

Theresa May announces new £10m Police Knowledge Fund issues to the police.

It also has the potential to substantially reduce costs to the police. Early
estimates suggest online reporting could save forces an estimated 180,000
officer hours a year, and around £3.7 million.



Three levels of impact

Innovative New
Policy |, Thinking

New skills,
knowledge
& Tools

Improved
Performance

New
Solutions

Inspiring
Projects




Level 1 impact

Projects

Innovative
Policy

New
Thinking

New skills,
Improved | knowledge
Performance | & Tools

New

Solutio

Inspiring
Projects
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Health & Work W

“How can we support people
to manage their health
conditions and stay In or
return to work?”



The problem

4.7 million

people of working
age who have a
health or disability
condition who are
out of work

3.8 million
total out of work
benefits

£15

billion/

.........’, 2.5 million

people who are on
190’000 Employment
flow onto ESA Support Allowance
each month or other incapacity
benefits

Work & Health Unit, Policy Lab, Uscreates, Mastodon C & DWP Digital

year

—

62,500

flow off



Where we’ve got to

< (& | & https://dwp-policy-lab.herokuapp.com/versions/sprint/sprint-01/app/design/conversation S} {‘r-| | ] & 2

it Apps [&E Cabinet Office [»]Gmalil - offline homepage Ethnography recrui... [ Welcome to the ne... e Travel booking ¥ MyArts LCC @ Data Science COI -... E DH eXchange - Cro... »

~ WellinWork
Chat with an adviser

You can allow your adviser to see
things that will help them

Adviser understand your situation.
Hello, how are you today?
13:50pm, 3rd May

Share a fitnote

Share your medical note

You

Hi, I'm not feeling great to be honest, I'm Upload a document

feeling quite anxious about my work.
13:50pm, 3rd May

Adviser
What is it about your work that is making

you anxious?
13:50pm, 3rd May




The approach

Fresh perspectives
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Data science insights

Y1 Y?2 Y3 Y4



Ethnographic insights

“ After walking out [off sick]'they [th yer]
said | had one month to go back to work or else
my job would be gone” - %"”*

. WITH VICANDBOS




Prototyping ideas

going
591300, really Do the g o
in d0cs e ey  fow roaly clone
Triens.

My caroer is roaty improstant 1o -
Jlb\e-rn_unp

@ Job Canitry
P

My paranss
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Digital policing %

“How can we improve police
support for victims of crime
In a digital age?”



Digital policing




Digital policing
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Digital policing




Digital policing

ONLINE CRIME REPORTING Q <« =

Report a Crime

Contextualizing Detailing Finishing

Is this a crime in progress?

“

|s there a suspect at the scene?

_ A “Today, when | was coming back from the library a
What are you reporting? guy shoved me and stole my bike.
Theft ¥ _ | am quite shocked and | don't feel like going to the
. . . police now. Luckily, my flatmate Laura is here and
Was the use of physical force involved i she is taking care of me.
the crime? - :
She told me | should report the crime in Cnline
“ “ Reporting. | did register my bike when | bought it,
so | hope they can help me to find it."
Did a similar crime happened to you int

last month?

Yes



Digital policing

7 GOV.UK

a Departments Worldwide How governmentworks Getinvolved
Policies Publications Consultations Statistics

Speech
Home Secretary at the International
Crime & Policing Conference

From: Home Office and The Rt Hon Theresa May MP

Delivered on 28 January 2015 (Transcript of the speech, exactly as it was delivered)
Location The King's Fund, Lendon

First published: 28 January 2015

Part of: Helping the police fight crime more effectively and Crime and policing

Theresa May announces new £10m Police Knowledge Fund

So today | am pleased to announce a further step to make reporting crime
even easier.

Working with Surrey and Sussex police forces, the Home Office will develop
a for people to report non emergency crime online. The growth in
the internet has transformed other services - from shopping to banking, and
itis right to give victims and witnesses greater choice over how they report
issues to the police.

It also has the potential to substantially reduce costs to the police. Early
estimates suggest online reporting could save forces an estimated 180,000
officer hours a year, and around £3.7 million.



Digital policing
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"7 Apps

Cc

B3| cabinetoffice.gov.u’ [*1 Gmail - offline |;| homepage Ethnography recruit || Welcome to the new

POLICE.UK Report a crime

) https://report.police.uk

This is a new service - your feedback will help us to iImprove it.

Report a crime

0 Call 999 if you or someone else is in immediate danger, or
if the crime is happening right now
Text phone: 18000

Report online

This is a new service. We are gathering feedback and making regular improvements.

+ [f the crime happened in Surrey or Sussex you can report it using our new online service.

+ All reports are reviewed by the police and, if necessary, we'll respond by email or phone within
24 hours.

+ You will need to provide an emall address or phone number.

In which town or city did the crime happen?
Please provide either a postcode or the name of the nearest town, village or city.

Report a crime )

v Travel booking

P35 MyArts LCC




Level 2 impact:

New skills & knowledge

Innovative
Policy

New
Thinking

New skills,
knowledge
& Tools

Improved
Performance

New
Solutions

Inspiring
Projects




Formal training

@ hitps://civilservicelearning.civilservice.gov.uk o W

Cabinet Office & Image result for busir  [%] Gmail - Inbox-offline OpenPolicyUK - Gooc M intro - beatriceandre.  [I1 homepage E Online Survey | Unlirn AL Renaissance Home C

&@j}é Civil Service Learning

Useful links

CiVi l S e rVice Lear n i ng Virtual Ashridge/Good Practice links

. . . _ Learning for SCS
High quality learning and development that supports you to provide CSL Curriculum Prospectus

excellent public services Site problems: report an issue

Search CSL Q

Beatrice Andrews | Profile | My admin pages | Signout

ot




Policy schools & away days




Lab Lights

Thank you for participating in the PPSU Lab Light workshop 2nd December 2014!

We appreciate your enthusiasm and hope that the tools and techniques you tried out
were useful. We hope the personas and learning journeys gave you some insight
into how people learn and what their different needs might be. We also hope that you
now have a better idea about when and how it might be appropriate to assess policy
professionals. If you're interested, the day has been summarised and written up in a
presentation below so please feel free to download a copy.

Download Presentation

Policy Lab Session:

1. Do you agree with the following statements? *
1 (Disagree) 2 3 5 (Agree)

The session run
by the Policy Lab
was useful.

Get a set of the Policy Lab tools
| am confident to
use these tools
oy my own.

| will encourage
my colleagues to
use these tools.

The exercises
helped me to
better understand
the problem we
are trying to
solve.

| am looking
forward to seeing
how the ideas will
be used and
developed.

| would be
interested in
being involved in




Open Policy Toolkit

iy GOV.UK

Open Policy Making toolkit Give feedback about this pace

From: Cabinet Office
Updated: 1 November 2016, see all updates

Search this manual

I,

Contents

This manual includes information about Open Policy Making
as well as the tools and techniques policy makers can use to
create more open and user led policy.



Departmental reach

Communities Department
and Local Department [ Department [ for Work and | Ministry of Foreign and
Home Office Jj Government for Education j§ for Business @ Pensions Justice Commonwealth § Cabinet
(CLG) (DfE) (BEIS) (DWP) (MOJ) Office (FCO) Office 70W

N
N

Department " —
for Transport —
. (DfT)

Department for § HM Revenue Department HM Treasury Department Ministry of Department
Environment and Customs of Culture (HMT) of Health Defence for

and Rural (HMRC) Media and (DH) (MOD) International
Affairs Sport Development
(DEFRA) (DCMS) (DFID)




Level 3 impact:

New thinking

Innovative
Policy

Inspiring new thinking and
Innovations in policy through
our experiments and writing.

New
Thinking

New skills,
knowledge
& Tools

Improved
Performance

New
Solutions

Inspiring
Projects




Lab Experiments .

< We experiment here. If the
experiments work we bring them
into government and then try to
increase their use in
departments...

On the edge



Experiments: Speculative design




Speculative Design

Probably, plausible, possible, preferable
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http://www.superflux.in/work/uninvited-guests

Design for an overpopulated

Dunne & Raby
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Lab writing

Blogs, journals, lectures
Blog

Policy Lab

Organisations: Civil Service

Preventing
homelessness

Last Monday, the Prime
Minister announced £20
million funding for local areas
to test new approaches to
preventing homelessness.
These will draw on the insight
and ideas that Policy Lab have
generated with DCLG, local
authorities and charities over
the ...

(POLICY
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The Lab and GDS




The Lab and GDS

continue to
explore the



Overall impact

Empathy and understanding for
people affected by policies

Empowered and more confident policy
makers with better networks

Space for constructive, non-
hierarchical conversations

Ideas direct from the people most
affected

Shared language between policy &
(often digital) delivery
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@PolicyLabUK
Openpolicy.blog.gov.uk



Our methods



Our tools & techniques

Diagnose Discover Develop Deliver

Policy canvas Crowdsourcing

Data science

Speculative design

.
-
-
-

*
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Hopes & fears cards User journeys Idea sketch sheets Desktop prototyping

I
|
|
|
I
1
|
|
I

: 1 :

Challenge setting Interviews B Ideation sheets

|

Experience prototyping

.
.

Service safaris

5 whys

Ideas days or ‘jams’

Data discovery cards

.

-

1
- |
|
Design ethnography 1 Change cards
|
|

User segmentation Film ethnography " Role cards

S

Evidence safari Future speculations

Personas

.
.

User journeys Service blueprints

Desk research Civil servant role cards

Evidence safari

.
.

.
.

|
I
|
|
|
1
|
|
1
] ‘Backstage’ policy levers
| v

|

|

I

|

|

|

I



Our tools & techniques

Basic
(or Lab in a day!)

Intermediate Specialist

Design ethnography
Film ethnography

Personas Service safaris

User-insight |

User journeys : Photo-based interviews
I
|

Data Data discovery cards
Google trends

visual.ons.gov.uk

Machine learning, predictive
modeling,
clustering/segmentation

Online data visualisation tools,
e.g. RAW, Dataseed




We use images at the
_ beginning of a project to get

~ people using a different side of e
their brain, and to pick ones

that visually represent a hope

they have for the projector a 5N
fear. It's a good way to

: ““understand the motivations of

. different people in the room
right from the start.

«
O NGk



il

vt s tr pe setting is our way
S R S finding the right question to
er. It takes many
tions!! By asking why five
es, we can get to the route
1ses of the issue. And by
& asking ‘how can we?’ (as
pposed to ‘how can 1?7 we

1O veoddJos

-open up possibilities to a wider
- set of ideas which require
~ more than one department.



_ of people to explore large
- amountsof data quickly, sp )
- gaps and build insightfrem =~ .
“which to generateideas. Here,ﬁ
we are using evidence in'the *
__form of-charts and.graphs, |

- but also humanised into,

' persona stories that people can
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Personas are real or

hypothetical descriptions of

people who might be

experiencing the policy or

. g

service. They help us to ﬂb

empathise with people, think

about their needs and design

policy that fits them. We use

R o - evidence to develop them and

S T do asegmentation to avoid

them becoming stereotypes.

et
-
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Elderly without cars

— Quick facts

This group is the oldest of all the others; some have mobility issues
and therefore rely on a lot of lifts from family and friends.

Less affluent urban young families

— Quick facts

This group have lower travel needs and don't rely on the car as
much as some other groups. 1/4 are young people living at home.

They don't have that many travel needs. They re less well educated and less environmentally conscious.
Account for about 6% of the population .

Account for about 21% of the population
\ |

“TIdon't really use transport at all really. I
don't like walking too far because it can be
tiring. If I need to go somewhere I'll get
my daughter to take me. I know about
climate change but I don't think I'm
doing much to hurtit...””

hypothetical descriptions of
people who might be
experiencing the policy.
service. They hely

More information

This is the oldest group, with most members 70+.
Many have mobility Issues related to a disability or
lengstanding health problem. A high proportion
are retired (and using a state pension). Most feel
they are coping or living comfortably financially.
Maost live in towns and cities outside Londaon,

This group are reliant on cars to get around
(receiving lifts from friends and relatives) but few
have a driving licence or are keen to awn their own
car, Those who are able Lo like to travel by bus a
let. Long distance travel is uncommon though; few
use trains and almest none fly. Given their age
cycling and walking are not forms of transport
that are easy toadopt.

This group feel
their lifestyles
has a low impact

on the environment.

Theyare also the
least well
educated of
allnine
seaments (73% had no gualifications) and are
among the least knowledgeable and least
concerned about climate change, They tend nat to
feel a persanal responsibility for climate change
and most say they were are interested in finding
out more about what they could do personally to

tackle climate change.,

MDATtRISe XA

Most of this group ar under &€ from lower socio-
rfeeni gaupsin Be = rtin ocati A |
Tney're tne wast arfiuent or car owners ana aften

with a smallerand/orm re fuel
ef Elnanf SE N EDEw
fv_!costs and finz cial
pressures. They would lib= to
A0 wrges b aroa nth
RGP T ST B T

have children living at home. 1/4 are
0 51T o 29t neie A .

' B & ™% x it wson, s 'Ahy erime v - i
and ility stopped

Many started work without geing to
wien ;oncemed about climatr change.

Everyone had a car - most just one. Around a half of
them say they're the ‘main driver of the car and
man my sy LT 5@ e s S0 e

I— S = € e S — " —

Their cars are usually older and second-hand, with
cmallpe paging - Some have traded depn te g ~pe

them valking, cycling ar 1using buses and trains
=adfERE

Theiryouna age and averaae 7
Ma't o598 F o e wdee iy

Wore v tha Y aolS ca ow .4
segments,
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 ‘User Journeys’ are a step by

step map showing how people

s interact with services.

.44 They can identify the highs and
adl lows and therefore what

aspects new ideas can build on

or improve.




S, e

- We use creative methods to
help people come up with new
ideas. Sketching can help share
germs of ideas during co-
design sessions with
stakeholders.
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- stakeholders to share th

‘experiences, and then génerat
ideasas a result.
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