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Public Service Innovation Process

PROJECT

CHALLENGES & DESIGN BRIEF ON
GOALS DESIRED QUTCOMES

i Implement
@ ith di ideas and evaluate

Conduct Trials on
Selected Ideas

Manage Change for
Stakeholders

IMPLEMENTATION

Review Current Processes

e Low
Prototypes

Conduct Ethnographic
Research

Analyse Data Patterns l =

Evaluate & Select Ideas

Identify Cognitive Biases

Distil Insights & Reframe
Challenges

Keep sponsors engaged, pay attention to project team dynamics, as well as get buy-in and manage change for
all stakeholders, throughout the entire process.

Copyright ©2019 Innovation Lab, Public Service Division, Prime Minister's Office, Singapare

KR 3-2PSDABEIFEL =XV Y R
H B : Public Sector Innovation Innovation Lab, Transformation Office Public Service
Division(2019)

6«

Good design thinking was a key reason for Singapore’s successful journey fromthird world to first, and it will be critical in thecountry's

future transformation, for it to remain an outstanding city in the world”-Prime Minister Lee Hsien Loong, at Singapore University of
Technology and Design, Apr.5.2018
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(2)HETOT 5 LDOWEK
CSCHBELIAB IOV 7 LDMERICIE. B %3 i) Design Thinking.
i ) Data Analytics. iii ) Digitalisation and Technologies|C fil X. Business
Process Re-engineering® Innovation R DRBHFENTH O PV AHR—
IR ERRE L TOWAEATE#D T/ RN—2 3 VEED IO ERBEREKZ
W= LIcb D >TWVWS KK 3-4]

About Innovation

We have to be user-centred, data predictive, agile and lean. We have to nudge subtly.
We have to go digital. To do all these, we have pulled together the tools you will need:

Design Thinking

is a human-centred approach to solving problems.
Explore, Empathise, Envision, Experiment, Execute.

Data Analytics

is the process of examining data sets in order to draw
conclusions about the information they contain.

Digitalisation and
Technologies

is the process of integrating digital technologies into
everyday life.

KFR3-4CSCHHER LIBE 7O S LER. A7 XX
H 88 © Innovation PROSPECTUS (Civil Servise College Web - ~EE D LABIER)
https://www.cscollege.gov.sg/programmes/Lists/Programmes/Attachments/3853/Innovation

revised.pdf
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Programme Mapping

Target Design Data Behavioural Business Process  Digitalisation Innovation
Audience Thinking Analytics Insights Re-engineering & Technology
CSC-5MU Executive Programme: Innovation for Leadership
! Leaders Design Masterclass on Masterclassin. Leading
: inki ildi i - an Leading At . Innovation
Leaders Culfure (BACID) with Lean anstor (Ling)
(DLS10} (LmEc10)
(3) Decision Making
(DMa10)
Data Science for
Management
(Dsm10)
(for in-house
requests only}
Innovation By Suite of programmes i Go Lean With Applying Agile in E Exponential
Design p Lo Randomised Your Team Digital Projects i Public Service
(1BD10) Business Users jals i (rech Inngvaticn
| Project (for in-house i i (GLTI0 Progamme
' Managers requests only} (RCTI0) (EP10)
SRS E———
5 Think, DataAnalytics= |  Introductionto | Ihe Essenceof “Bytast™- | -
E Experience, Basic Principles and : Behavicural Insights : Lean Thinking Understanding :
! Officers Demg.n Applications 1 (EPD10) i (IET10) Emerging
| (DDAIG) ! | Trends
CI) i Behavigural Insights !
(BIs10)
i i /

KFEK3-5CSCHHRELIEBE OIS LARREZHBERE DT Y EY S
HHE : Innovation PROSPECTUS (Civil Servise College Web 1 MBE D NBIE )
https://www.cscollege.gov.sg/programmes/Lists/Programmes/Attachments/3853/Innovation

revised.pdf
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i) Digitalisation and Technologies Z F#IC L DD, BPR (X FAEFK R TIF
Lean HFHMEIBE & TN TW.) BREDRBEHE FMN. Design Thinking ® 70O
TRATBELICREENR—XIC, HERZHAE - REL TV TOCIXTHE
ICANTFRE LTHESNTWVWS CC IR B 5,

B.THAVEEHREDODBE T/ OS T LICET ZHNE OB RAE



3.2.2 o000 00 ?b—~>7
[EXAE DEEE]

s IRIFEICEBMDILE Y. BEEBNAXILARY. YL —22 7 MDAk
DHRT, RELT Y TERDT 7O—F T Design Thinking hM T 1
TW3,

- BFFHERED 5 E5EE Z 1T T d.school Malaysia HE&E I3 L T Design
Thinking ZsiZe LTc b L—Z V0% REL TW 3,

- RERRICKHLCICEARIT 7075 LD, F—LABITOFEI—X
HRML TV,
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bLTy THRFEBDZ R E R > TW B,

(1) ERRUEGHOBE

NL—=27TEE BI3&ERICE > TESIRFBLANILDOEVWD DD, ELRDBR
HOEBEZROBRABADSGEHREINTWVWS T, MALETEZZCISERRE
WEWSHED DD, ol IBIENDELEBEZ L TEX3BENLXIL
ICE > T EBTGLAILTIE MEbN I ERITPRIERV WS HIfIAEE
TREIENGRBICHEDNETHZEINTWVS,

ZRIEICLEBZHD UL PRENLGXRET L — 7 HISOXAROF T, R b
L7y TEHEDOT7 FO—F T Design Thinking B #EEI N TL 3,

(1)-a. BE7OT 5 LD S48

NHA—E X2 Design ThinkingZEXD ANBTe®HICEONTI-HERBTH S
d.school Malaysia (20128 B5&%11) H'Hi#%ZziE-> T3,

d.school Malaysia Tld. BFHEN S EZ5EEZ T T, BEICH I 5 Design
Thinking D fL—Z>J %17 >THEDH. TNET. RIEE. AFE. BHEE
DEIERI4,00086N0'25# L TL %,
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(1)-b. Design Thinking D:EREH

RARELT7ZYy TR FO—FTEDSNTFr> 7O 7 ho—fFle L
T. Ministry of Health Malaysia (BE4#&) OBMEHNEIF 513,

d.school Malaysia Th L —Z>JZRIFEBENROLLAD, IL—2T72
HKTEIODRWVERDIEOHDEMEEZITS VWS BENDD . BERODTH A>T
Oz hZEELIEHDOT, &t - ERETORMPRHSRBOMET. JX M|
BEEDODEENBHERICMZ T BEOYTI YRty hOZEE (MDesign
Thinking (3. EHEMNAGERREICHKE T2, RELAT7 Yy 7OBBMZAIREICT
31) BREDEMHBMRBEAHINFETINTWVS,

¥ BEFRLOOTHAUTOSIV RIS XZ—TORE
- BEFRRORHED 20%ET

- DY —X0&HEL

- FEEPIRBEDERH 50% A £

- BMREICEEY 27RFE I X DY50%HIE

~ APPLICATION & IMPLEMENTATION OF DESIGN THINKING IN MINISTRY OF
HEALTH MALAYSIA(2019) ~ & D

(2)&EBF7OJ S LDAE T

HEXEERRRE D d.school Malaysia (. ~2#H—E XIZ Design ThinkingZEXD A
NBHICESNIHEBTH D REBFINOTH 1V EBEGAICE T SHARF
BVWHONH B,

d.school Malaysia TIREI N TWBHE FO7J Z Lld. Hasso-Plattner
Institut School of Design @ THPI D-School Design Thinkingl @ €7 /L& d—
FUIXY Y RIZAWN YL—2TOXEERICES LSICAHREZIAIL TR
HINTLS [KFR3-8],
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DESIGN THINKING
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Process Mindset Environment

X% 3-8 d.school Malaysia TOEB TOY 5 LDA X—
H 8 : http://www.genovasidschool.com/

B)HBEIOISLDIERK

d.school Malaysia TIRETNTWVWB XA DA—IABEBIIUTOECED TH 3 [K
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1 GETTING STARTED : Design Thinking TOtR, 21> Rty b, TEENEETIL—AT— | 280 FIARED
GETTING STARTED: e V¥EE

RN DRSS E T,
FH L BED [#HE] & [Ef] 0I7T—XiconT H— 2
9 . FehF, 1—H—OAA 2l > FEIBR L. S A [ LR
2 ocrone: | REREDRIVE Understand Your Users S hEEED S DY LAETEL. Povaw7s | 2B8 | micmntos
EERTS. R
BREEILEL.
FHABED [FAF+I-3>] & [JORA BIEBRNET
3 [ ) Tl [FR] OTT—XICDWTEDHD, FATA 26 MAblCESLE
oEErvE: B e SR I3 YT oy SRR TRETSIHER 7 . At
FFERETS. FATIC RS
ik
HEAES U TA T4 TICBER U —S i, No.l
HBRLT., FFPSUTF—33240, i d—HF—ulun
4 DESIGN THINKING FOR DECISION MAKERS B ANIEANES . T 281 R EE L
B 3 T, RSRETERER VL —5—
= (R
mn T - HR L
BEOIOZ T I DWTOZ—IMESEECET | AICDWTHE
5 ¢ r§ .
5 CL;T!M CUSTOM PROGRAMMES e CANGE 8 A
PROGRAMMES. il
KPL— A3
[CEFE LW
& /A\ DESIGM THINKING FHA VEEORED SERFTERROTOZTIL | o fiie, ZUT
=\ EMBEDMENT PROGRAMME (DTEP) ISR R TOTS A, S FaIEFT

nnnnnnnnnnnnnn O—F&#HAL
TzLHER

KFR39THA VXV IICEBETZIHE SO T A

(3)-a. HE7OJ 5 LD
( DESIGN THINKING INNOVATION AMBASSADOR (DTIA)

(1]
AT E D& X 5% Design Thinking ICEE T 372 DAFITOY S Lo

[HAR]
10 B D Basic Track (EFRBRERSERBEOREMIF) F£7/IE5HB @ Fast
Track (EFZERSEU EOBEMIT)

(2 DESIGN THINKING EXPERIENCE (DTE)
[#1E]

#EREN T User Centered Design (A—%—FD0&EET) 7 7/O—FOHESER
EDTWF—LA@ET. OD DTIA KDHEEMNABXY YR (V=L TL—LT—
V%M. TORZAEVTRTIAMNFEBREDTEND) DEDIAFATVS,

(HARE]
4HME

3. FHAY BEREOLHOKET N5 AT BEAE OB AES




(3 DESIGN THINKING RE.BOOTCAMP (DTRB)
(1]

THAVBEZEALLWVEEY —4—RAlTo 7005 L, COTATFLT
IBMEBZTHEEICREE TRENSDEZI R 41 N—2TsZBHRLT
W2, (T2l REREDL S OB MIECleveld & B H L < & Senior
Managers/Directors/Heads D& ) BEANLRTH AV BEZRKT 27O DFE
EWSED, Mz Tl -o1cT7 7o UT—>ay, MBESUEZEDELSICER
TUWKHBEICERZEVCAR LR >TW S,

(HARE]
5HR
(%2018 FEDIBEHR)

(3)-b. BT O 5 LDEER

d.school Malaysia® X% v 7 h\sEEIZHEH L T %,

(4)BE 7O 5 LD
EEEANICDFLADEIETIFR/\— FAYR— kT3, TOUSLKTH
ICESRABD. SALCEELDESICEIBICR> TENTHEEA TS5 LS
273> TW B,

Ffo. REE - EREDRY NT—F VI EBELTED., EEBOYE— k
RTEZESBIERATNTL 3,

7055 LI1E. EEOIEFN. FEE. 1Y RRUTETHEHLTLS,
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3.2.3

o000 00O ;@
[ERHDEEE]

- BRFAMRIE T 2L BT ORI —E XDBERLEZ%IES Government
Digital Service (GDS) ' BAFICHIFT 2T RILE TH A > OEGE%E #Et
LTW3BH. GDSDfIEHREITdH 2 GDS Academyht. HBE OJ T LD
REZIT-oTW3,

cTBR SR T4+ —X—2 3 VBB (Government Transformation
Strategy) | ICEDITHONZHBEZF THD. HEREEICHHEHBD
BRUMEMEHNERLP T,

+ GDS Academy DHE 70O Z LIk H¥. VI Dz 7F—LRAITD
TOvAIAEIS RS- L. EO®R AVTIYTHA O—
H— )Y —FEFTIEISTFO IO S LNIEREBMINTETWVWS,
T—EXTHAI U ChoTPZIIEEOHE IOV 7 LDORICHEA
AENBZBREB>THED, Y —EXTHAIVEZDOHDDOEFEEZED
BPHETOV I LICDOVTIE. BERTIETOES>TULARL,

- A aZTA4PERINTED. MERDTANEUTrALICHESL
TW3,

(1) 5= RURGEDEIE

HEIE. B’ REHIIHRLGTOXILT—EIORBRECEERZES
Government Digital Service (GDS) NFEBr KD, BFBICHITZ2TIHILET
YA UICBT2EMEZHEL TW3, GDS IXHERTICATE T 21T %,

REBAMFIE. THA ORI ZBMEZICD AN, TRZLDIEHEL. TR
RO DT IFINEIZEL TB2H—EINEETEZ e z2EEY BRI VX
7+ —X—> 3 VBB (Government Transformation Strategy) | (2017 EHK)
Z2020FICATTHERTH D, COMT VR TH— A= a3 VHEICEITS
TEIRANICIE. GDS A 2012F4BICESD = 5741~ KRB (Design Principle) J
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MEEDIAEFNTWS,

|4 user
needs

1% 3-10 & [F GDS Academy TOMEDRF. A1—H—Z—IH 58 & (Start with user
needs) | (&HERO—H > ¥ LT GDS Academy WYt g ZHHEE TIBIF 5N TV 3,
H B https://twitter.com/GDSacademy/status/1098924173618016258

(1)-a. ABF 7O 5 LD DB

ESURTA—AX—=> 3 VD EOHICIE. 2BNEIZ—DFED DDaT 7
- /NE1) 7« (Digital, Data, Technology Capability. 2D FJ &)L, T—4Z.
T/ OY—0DEN) BRNEETHD. ZOHEBEZES>HZAEME LT, GDS
Academy H*2017 FIZFRII I N,

GDS Academy DEE (CH7EGDSTld. ERTRHBTOFILAFINLEHF -
TERBEEMICHD) 23Xy a> e LTEIFTHED. ChITh-MEZTOY
SLPRHEIN TV,

009 2AKRT. AR U= Za—Fv v R, IVFITRE—
D4Hl=ZE L. 10,000 U EOBEICH T 2HHMEZIT>TET TWL 3,

GDS Academyid. X 3w kT > REKFD Scottish Digital Academy & /N—
T—2 v TZEATWVBIED. BT HBUTRE CMHMEAND / 7N\TREEFEDEREE
HEHBHTI TV S,

®GDS AcademyDETE 1. 2014FEICHBESELE (Department for Work and Pension) MICERIL L 7-HHEIEI T, EELEAHHEZ RT3
TeDI201TFICABNAB DGDSICRE S e
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(1)-b. DDaT Capability Framework [c2WT

DDaT ICB 2B EHBOXFIL Ly MI. JL—LT—J L LTEERS
NTW3, 2018F 12 ARFRTI8EEDHENERZINTED. COS565H0—E
Z2TH AV DEMRE LT Tlservice designers HFEET %o

CDTL—LT7—=7lF BRAOKALBEEEZED. TNZNOREICOVT
EAIAHAAET IO—FICEDERINILDTH S, IREIF. BESIFHMEPXT
REICVEBELBHEDZVHLARCISTEATNTULSH. S&IE. EhEthD X+
JNEHB Y 2HETOJ S LZBHEL TVWEHBEED I TH B,

)HETOIS LOMLERT

GDS Academy &, EEBROT 2T —EX%ZIBS GDS ICTRB I 2HEB
WMETHZIcH. TOFILICEET 28 NZERT 27O 5 LOFRICTH—EX
THAUIEAFAENZERE BR>TWS,

GDS WED T HAVRAD—DTHS 11— —Z—IHhBHEDH K] &
GDSDEHDIREICHD ZEHH. IRTOHEICEVWT. Y—EXTFTH1 >
DEANBERIEDIAEINTWVS, T4 5. GDS Academy DERIFHEZE =
TR TRTORBEN., T—EXTHAVOERRAUNZIERE TS CIZH D,

MEANDEMIE. BEEBSMEEBRDDICKLD 2N —>2NH B, Agile for
teams B D A— A TlE. F—LLEICW L TZEMDNTD b H 3,

(3)BEBETOT S LDIERK

BESFEBTRABIMET OV S LDHESINTSI THE O UTOERMET
04 2 LDMIC. EkERITZFOS 5 L (GDS Academy masterclasses) . #7E
T /0Y—ICEBY3 3707 F L (Emerging Technology Development
Programme). User-centered design training E#k4 7% b £ v & OHHME % HERFHT
#EL TV,
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B0 5 L—8 (2019F28KR)

1. Digital and agile awareness (1 day)

2. Introduction to artificial intelligence in government
3. Digital and agile foundation course (10 days)
4. Agile for teams (3 days)

5. Hands on agile for leaders (3 days)

6. Service owners

7. Research and design in government (1 day)
8. Digital and agile awareness for analysts

9. Working level for product managers (3 days)
10. Working level for business analysts (3 days)
11. Working level for delivery managers (3 days)

12. Digital and agile awareness for policy makers (1 day)

RIUHPIDS T A—HAHRATINTWVWBDIE. 72 vILICEATAMMETOT S A
Td 3. Digital and Agile foundation coursel (3. EEERMETOI LD
FTHROERANLHDLAE[MITOSNTWVWEH. B7OYZ LG, ZEBAFT
TOZINBEEDRFBICOS CEILBRH>TEHBZERRIC. TOY T bIRI v —,
ATV THAF— T—EXTHFAF—  UITHAF— ZT>o>Z7, U
H—Fv—F. SHETERINTLT v MILTF—LICASTZBRICABICEEN
IR TEBLDICTRIODTAOT T LER>TWS,

GDS Academy Tld. YA MRE—D—IZ&2 L0 Fv—dAREHICHEIN
TED. RBrEYIHED EIFoNTWS, ¥ XA RE—H—DIBFFIF. K
FFEEFZORBRBREBRED. EFZO/ IN\VEBMEZICHRD ANG A THERIN
TW3,

oo BRT2AI 22T EFHO—RE LT BERFAIE® / JN\UHHBS
NTHED. R -7V TREBELAREESINTLS,

HETOT 5 L2FOBCENMAREE

1. GDS Academy DFHEIL 10,0005 EICERE (201952 BEFR)
2. Digital and agile foundation course £ 1,000 &H'5E Y (2018 F 3 Bkss)
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(3)-a. AF 7O 5 LD

HIRD EH D, GDS Academy WM T 2 T AXTOHMETOY Z LICEWVT.
BY—EXTHAVORENBERDEDAEINTVED THAUICT+—hX
L 7= EBE & L TId TResearch and design in governmenty h'd% %, IS
iz T B,

(D Research and design in government (1 H)

https://www.gov.uk/guidance/research-and-design-in-government-course-

description
BAFICE T2 U —F £ UCD (User Centered Design) ODEEMZF 70O

77 Lo

[ E]

Y —FERFAZEDLSICITo>TVBDZEBELIEVWIRTDI A T@ET
DT7OTZLTHD. BIRHNEDKSIC UCD B L TALIMEVNR T 1Y
IIN—2TRY—ERZBELTVBIDEERDD, 102703 >THA
I AVTIUYTHA D EWS TV Zv I ERERL. P29 MILF—LDORAT
EDESBIZENERILTMIDVWTHERIEHTE 3,

FEER:

- UCD ZIZfaAM AT E

- UCD W LEEED ZFHHATSE S

C TV AINF—LICBVTED L SICUCD BThNTWEHEHETE S

- UCD DBABFAINE D& S ICHAADE TERINTVWBHNEHATE 3,

(3)-b. BB 7O 5 LDFEED

B—EXTHA Y OMEIR. GDS DY —EXTFTH A F— (BFRE) IC&-
TRHEINTVS,

GDS AcademyRa&#& LIE 5 < OfFIE. HHEBEIZASICEFEL TULeh. K
RADAMBERNEA. IRHTEEAY Y RZREL TSR AYNEEZEZ 3
KOICHBOTEI L. oo REBFATREBRZBATLAM BIZIETH1>D
BT EDRBINHEZIAYE) ZARV Y UA N LTHERATZ LI
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BOTEIIehH. REEEICK ZHENFROE R >TWS,
REDLRFEEBERICEL TE. ERIF. ERXT VR MZERL LD T 31EH
DM oot MEIE. SR THNEERE. TIZILTHNUITIZILL W o1
LD ARV Y UZMDERHAERINTWS, T35 LIEAMIIELZHEA
DEFHILZS5T. HEXAFILEF O IAMHIEERTVLENE S TWS, C
NIFBEIOEIFE TR e ZELTH B,

BREROII a7+ (FF®ER) ICFIET 5 X > /N\—H\ GDS Academy O
EANSTHEME L TEBLTWVWS, BEANICIZZOBMEZBIICIT>TWVW3B A
HEERTE L THHEZIBE L. BBEH RS THRIERICEDCABRTHERINT
Wdo

(3)-c. BT 7OJ S LDIRILTFER

BEEEAOM. e-learning®BR I 2 AZIa =74 DI—+F7wv . AZa=
T4 N THREREEINIFECERE LR CHHD. ZANCAFILELEICHT L
NTEIBZRENMEHINTWV S,

AT —EXBFERAINTED, FILT—ETFAIOT A MCHREDORET
FOSAVDFEETSY b T+ —LTdHS PluralSight (https://www.pluralsight.
com/) AEATINTVS[EKR3-11], COTFY T +—LTRHEIA TS
B 704> L% DDaT Capability Framework IZfEUDIT LS & T 2T HH B,
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B> PLURALSIGHT | cousses

The technology
learning platform

Start a FREE 10-day trial

Become a
DEV expert m

’ JavaScript

Get your Skill 1

% 3-11 Plural Sight /AT Web H 1 +
B8 © https://www.pluralsight.com/

(3)-d. AF 7O IS LDORELPEH
BREICEBELEEHNTONTWVAED, AT7LBZ2IXvE—JFEBEE T, &

FATIRABOEEY. AVTVVEHBOELBA LW TEABL B >TW3, O

SaZTAREMICL T VY TIT—hOIBERAZIVTI3ER B,

(3)-e. FUZ{(RETHEHBD IS 2 =7 1EH

GDS TlE. #BEZMNMT T OB ZF T AZEH TIAI a2 =T HEBE
ICEDBATETTHED, BUDAHADZFODOIaZTH. ZRENOBEE
(THa>, 7OF4 O N FTUND To/00— A—H—-UH—F a7
VY. 7OV IV REOM. DI a=Z7r%) ICHEEIN. HKAH
ETOBHRIIEAERICTONTWVWS, (RE. 3,5008U AT 2257 7F
BICEM. a7 ICIFH#ETHEMTE, BROHEBCELRZ 127+
ICHBMAREE R > TW3o)

BIZIF. THAYOAI 2T TREBEFELRZEEZFOHE. RBICHLT
T RENAZRZHEINFAYOEEBL Lo TcRENHAITTHNTWLS,

FEHOEATLENNEEZNITZIEVWSBENHERENA>TED. BRERFEY

B.THAVEEHREDODBE T/ OS T LICET ZHNE OB RAE




ICDVWTDBRMIMSONIEELRERE B> TWVWBE, 74 —TILBXAYZ—TIZ
B, BEVWVHABEVWZEBITESIRIENTEITWLS,

COOAIa=T+ld RBEORNERICBVWTIRBICEERIBE LTRRS
NTW3, 127 #—XINTIEHZDDOD, AL EZVCVEERCETIC. T
SICFHFLWVWACLEINT, BELGBFRZR/DIECHNTIT S, ENLITTHRL, &
ZEFICFHFLVWAMDMIEICED S5NZETHH D FUDORWERNE > TL
%o

BIAZaZT74IZld DZTaZ7q0)—4—DED. T 2271 DHRLETE
BT 7o) T—23> % ToTW5, EOBEBOEERETHZ =7 —4—
WEDH 3 EHZL,

dZa=7a4h&EF3%H L LT, Slack. Knowledge Hub (2ABI#REEE 1T D
Fryy b ZATL) emallFEHRABBZHAEIZI 22T THINTEITVLWS[KX
x3-12], 2L, SRR II 2T THATS TSy b7+ —LZzHi—L.
BRZ2AI 27 rETHBREREALPTUVL D BMHAEAZEZ TLEED
HBo

Ffe. AIaZT4FHOVTILBRIBE LT, S— 7Y IHBRAT, FiCO

VRYTHEEFRICEEINTWS, THOLIEA YT A—ILEBI—rT7v i, %
CDAICE ST, HEWDFBE LTEMICKEEEL TL\ 5,
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Stuart L.

Stephanie H.

John-Paul D.
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Lynne R.

Olivia G.

Jennie P.

John-Paul D.

Marian F.

David P.
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D D0 Deh &

. Stephanie H.

Showing changes to guidance - The government flags certa
using an approach similar to tracked changes. It publishes so

GDPR - 1 month to go - Less than one week until GDPR
comes into place, on May 25th. The countdown continues!

CSV files - should they be marked as accessible. - Can | ask
CSV file that contains cells with blanks or full stop i them{l} weé

Content design best practice course - Hi Rhiannon, We'll be
our summer training courses - both GOV.UK publishing cours|

Transparency - departmental sickness data - lan thank for th
have been the case - but | also thought perhaps it was a new

Interview task for interns - Thanks so much to everyone whg
awesome :)

Hi, does anyone know if GOV.UK has a... - Thanks so much,

Publishing translations - Hello, Is there a limit to the number
add to a detailed guide? We're working on EU settlement cor

'Maslow - Hi Tayna, If you could pop a support ticket in pleas
http://support.publishing.service.gov.uk, that would be great.

Personal Independence Payment (PIP) form - As a partially §

required format is large print and different colours (not provid

How to upload bilingual blog post to WordPress? - Of cours
needs hand-coding in the "text" view tab - the blog platform ¢

Problem uploading lists into Feedex - Hi Pete, Did you have
document? I'm trying to upload a word doc with a list of URLS

'Home' hyperlink - Hi Dawn, On any search result page peop

- T

M£312IZa2=F4TORHLOHDA
HE © Gareth Llewellyn EIC& % 2018 EICHRRATEBEI NI GDSBNDOTLE Y TF—> 3 &R
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(4)BETOISLOKH

BRAHTHS TR MS >R T+ —X—2 3 VB (Government
Transformation Strategy) 1 ICEDETITON TV R HEEE THH. EEEICD
ME=RHETI2BEICHHBORBEVNESNER LT L,
GDST7AHTI—DHMEIE. HF. VI DT T7F—LEBITOT D v 1 ILOH
BHEZXE2—kL. EO%. AVTYTHAY A—H—-UH—F H—EX
TH A VEMBEROENBININTETWVS, EHROII 2 =71 /FEOH
T, PALRARDABRZMIERAZHP TERSHEICEREL TV 27H D)
COESBRBOLDHD. TORIICEET ZNEEMT 5 T0Y 5 LDOHIC
F—ERTHAUHMEAAENDZERE B >TED, Y —EXTHAVZDHD
DEMAMZEDHZIHBE 7O T LICDOVWTIE. BERTIE+2E > TULRL,
HERDT A NNE) T BLEPREICEVWTIF. I 2274 FBNAIARE
BzRLTVB, FIFEDNAREICIBICHEATIZ o HIC BGEICE > T
IFEENIN RO SNZZE L THERELTHED. Y AT FITIIUBRERIAERINT
Wdo
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3.2.4 BEXXIXOE JE7

[BUiE DB E]

s RKETIE. 7O2FILT—EXOBE - EZ1TS M18F1 & TThe US.
Digital Servicey HE#H L T. EHEMAICEITE TP XILTF—EXDHK
EZHEL TV S,

- Design ThinkingE:EDHE 707 T Loz RMHEL TWLWSHEME L T,
DigitalGov h'#(f 51 %, DigitalGov i&. A T TR b, 7o/0OY
A, THAF— ITT 1 2L BB DO X > N\N—TER SN,
V=)l XVYR, HARZAVREDREZIToTHED, IBELT
W3 704 2 LDHIC. Design Thinking DEBEZRHMEAIAFTFN TV S,

- Web aY 7>V (BE) HHKEB>THED. T2 51V TORHEE
NE2L<zEH 3,

(1) ERRUEGHOBE

KETIE. TPFILY—EXDBR - XFEZ175 18F1 & TThe U.S. Digital
Service] HYE#EL T, ERBMFICHITZ2T IO —ERDXRETHEL TV
5o

@ 18F

2014 & (C General Service Administration (GSA) FTHE L/I-HREEE 71
F—EMAISBRINZ BB TH D, (18FIFEHEFIDHZED ODLFINSHE
LTW3)

FORIILDEMAREF E L T, Design Thinking. 7 v 1)L, U—>XZ—
b7y FICEBITBRFILE I VAT 7 — 2 BIFHEICH L TITS Ce =B L
TED. ZOEHREZ I, RANSBAFKEBETEL T HRLIC7OD Ik
Z BRTHBIAIICS I ZEL TV DD EBE>T WS,

B.THAVEEHREDODBE T/ OS T LICET ZHNE OB RAE



@ The U.S. Digital Service (USDS)
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CHALLENGES CODE

How One Team is Making the
Transition to Agile

A hybrid approach of waterfall and agile
practices is helping the USGS make the
transition to agile.

How search
engines index your

website - >

3¢ oo |

How Search Engines Index
Your Websites

Dawn McCleskey from Search.gov explains
the fundamentals of search engines and
how they monitor your content and pull
relevant data from your pages.
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157073 L

€ DIGITALGOV

CONTENT MANAGING DIGITAL METRICS MOBILE SOCIAL MEDIA ux

Usability
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Usability Testing with Steve
Krug

Steve Krug shares how you can get
started with usability, no matter what your
full time job is.

This is how we
work to, r
with Bra

9€ DICITALGE

How Design Systems Help Us
Work Together

Brad Frost on how design systems in
create successful, collaborative structures
for modern organizations.

DAP Learning Series
Using the
searclt > sole

_Df' IGITALGOV
4 NV

DAP Learning Series: Using the
Search Console

A deeper dive into the benefits of
integrating you Google Search Console
with your Google Analytics account.

The Benefits of Agile Methods

Brian Fox covers five benefits of using
agile in your organization.

All Events | All training & videos

Upcoming Training & Events

X3 3-13 DigitalGov TRt TN TLWBHE 704 5 L—EBEDE@ES!

48 : https://digital.gov/

3. FHAY BEREOLHOKET N5 AT BEAE OB AES

65
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(D Meeting Federal Web Requirements and Best Practices
(]
EFBAFO—MERIT VT T A MBI 2RI S — ERPRAL. 1—HEY
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Top Website Best Practices

1. Focuson Tasks

Know Your Top Customers.
Make a Good First Impression
Place VIP Content Prominently

Get Training

ocoooao

Turn News into Actionable Content

1 Be Easy to Find Through URLs

2.  Make Your Content Effective
O Use Plain Language
©  Practice Basic Search Engine Optimization
O Build Mobile Sites

3. Comply with Section 508

4. Conduct “Discount” Usability Testing

< : : )
4. Conduct “Discount” Usability Testing What is First Frldays'

Need help? .
O One morning a month

O Three customer participants
O Top tasks
O Observers taking notes

O Lunch debrief and identify ten most
serious problems + immediate fixes

O One-page report and copy of test
recording

&
62
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No | & L PEnEs |2HEBE

1 |Customer Experience Case Study: CDC's Clear Communication Index 55:48:00 2015/3/2

2 |Using Responsive Comics in Government 33:53:00 2015/10/20
3 |Open Office Hours: Follow-up to “Designing a Better Customer Survey” 32:25:00 2013/7/5

4 |Exploring Canada's Web Experience Toolkit (WET) 1:01:10 2013/4/18
5 |JRole-Based Accessibility in Government: Everyone's Responsibility 52:09:00 2012/12/3
6 |Data Visualization: Images That Tell a Story 1:03:28 2013/4/1

7 |Designing a Better Customer Survey 1:01:19 2013/6/27
8 |How to Use Assistive Technology to Comply with Section 508 1:05:51 2013/12/4
9 |Telling Your Story In The Digital Age: Apps and e-Books 1:03:32 2015/3/18
10 |Performance Analytics UX Social Media 51:25:00 2014/10/13
11 |Optimizing Your Public Sector Web Analytics Program 58:49:00 2014/9/22
12 |The Essentials of Customer Experience: Going Beyond Customer Service 1:44:39 2012/6/6
13 |Measuring User Experience Highlight 6:03 2014/3/11
14 JUX Design: Getting yvour Agency to Embrace the Value 38:30:00 2014/7/10
15 |Mastering Your Search Term Data: A Tool for Faster, Smarter Analysis 58:54:00 2014/7/1
16 |User Centered Design for Government Websites 56:39:00 2012/12/7
17 JImprove Efficiency and Usability with Design Templates 1:05:13 2012/6/22
18 |Three Essential Tips for Creating a Task-Based Website 1:33:16 2012/6/22
19 |Optimal Sort: Card Sorting Made Easy 58:29:00 2012/6/22
20 |User Centered Design: How to Make Usable, Customer-Centric Websites 46:48:00 2013/11/13
21 |How to Make a Maohile Paper Prototype 2:53 2014/3/14
22 |Usability.gov: The Research Behind the Redesign 54:04:00 2013/8/14
23 |Think-Aloud Protocols for Website Usability Testing 58:55:00 2013/1/23
24 |Meeting Federal Web Requirements and Best Practices 1:39:58 2011/12/5
25 |User-Centered Design for Government Websites 56:38:00 2012/6/20
26 |Usability Testing 46:08:00 2012/4/26
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The Human-Centered Design Process

The Human-Centered Design process is comprised of four main stages: Frame, Discover, Design, and Deliver.
Teams will shift between analyzing and synthesizing information to reframe problems, discover new customer
and market needs, and shape opportunities and solutions
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MENTAL HEALTH NEEDS

MR ESKRMR-8 AV EIANINRICETZSvy—=——< v S
H B : VETERANS' EXPERIENCE
http://publicpolicylab.org/projects/veterans-experience/

Q70 IV CDRT—URILA—
- KERBREAR OV b F—LA
+ The U.S. Digital Services 7— L
« Public Policy Lab (GEEF|HI#)
+ Dublin Deloitte (REIO>TILT 1 U &%)
- BREREA
QFBICTBHR -
« BRIEBADVAILK T BRI T« THREHEN 67% H 5 87%ICM L (201945
A)
TUr—hT NMBREAICKT 31REZRIIRBEC L TVAZERET 21 &
BEZTRBEADREN A LEL . (KIEFIE. 2018-2024 A HFEHE T 90% Z
BiffEL L IhTWn3)

BRI 123




C.TH1VEBEDERTAFI

5A1BAI—XROEV] TRNALETOS TV YR v —HERIARI I+
ICB T 28 EBREBNT %o ATFTIE THCDIF7AYERY R B#BEIZR
Filey bEERLILD. HETOV S LDEBRICHL>TIE. CNosZz5E I
ERZAFILEY FOEHRZITV. MENRIAEBXAZ2—DOREEZRZHELH S,

THAUBEDOBEIFXILL

< J7RFIL >
« A—H—RERMEEE c - —FROWA - REEH + A—H—|C L BEHER AL
< EE - EET-200MHEN K « FPIREICED CFHliR AR

- ROEFILLEES 1t fts

izuu/RTA T— tZ@E'RTiﬁ%

< BEAZFIL > \/ \/

s OJz U RERESD K - HBEARS
FoLEEEESD K - BE/OJSLEEEN
+ TOJTYNEE - #EERED fth « FE - BERARED fth

ERER Al

C TPV T—2avEER

SR O < EEXFIL >

AX - BKR59 T VBEZDOBEILILG (BiB)

THAUBEDQIAT AT &BRAZAFILE HCD A7 IVEF 2R

FYLVEE - ATRFIL FHLVEE - REREL
T
21— — BRI 7OV RS
Tt - ERT—SOMMS (F—ETFUT 1 7 XIEH) F— LiEEEED
BROEF LA (BPREH) FOYT o A - #EHR
2—F— KR - REEER ERBARED
HETOY S LAREN
HRL 27 L - H—EROERHERIE Fik - HERERED
R AT L+ —E AOBREHIERES EEDE SR )

Al BX B/7O%%  C/EAfE  L/##f35a
T - CEED 1 G i XD
- 2o A B 1-¥-ick3 Favzst R g
mitien W - RERES) FTEMAES @D
RIS
a-y-mE a—y—Ett a0 FPORIEIC Tk BA7OS54 FLErT-vay
) i) Bitheh MRS EERES RGN [l
B ERT S RS - WRED FUA ot Jovzs bRE IroUF—oay
o8N i threRn ey AR
BROEFIL FarFTESY FiE o HER
[Z] e M

MR ERKGFEITH A VEEZOATFIAFILKEBEIFILEHCDO7ZOYER VX
B FEIEEFSESAEA ABROREHEEKE THCDO7 IV ER VX

BRI

124




wABPLEHETAN

AZEFIVELVR T AR

A2. 02— —FRERMEED

A—Y-OFRRRCERNERT ELEBET 5012, BBTL—F—OFAXKRK
RELBEY-RETEIRND_ &, UT 22O THORHTHREN D,

1 BRTAWMEFEORENE. HREOREICONT. HEOBMOUESHICE L TEYICHEZRT S €.

2 RRENEABXFRORESEZFISETVC, BLENWELRET 2D (RBRFZUTISTY)

a  AVEEa—RERN: HRELOFEEELT. BMICHLENLRELSIZHL. BBET 4283k N0C &
A VB EA—REIZH> T, ARFLSH-LERAL. BEOBMNER(ERL-LTHREORBITHLT
BYLREREZN T, BRORFES|SHT I &AMFShD (B FMELS 2 Ea— XERMEM)

b MEEERD 21— LRHARROVEER LT, HALBRIZETE, BONTEETNIC L EHMFRMES
Ul AREFTSENOC ERBIZHE->TIE, BEFEAOFMHIHREICSIREETERL., WYL Hk
TT—3EBBTHLASHFESAD B THBRE. TR/ T574—-)

. Lo, EMERELEL—Y-FICHLTATEREL. 12— —IcHT LT 2 2RBTHFEATHNEL.
ROoOREEDSHRLELED

&R BRGER-10 A2. 1—H —FEERRE
HE D REIFEFEEAA ABFRORHEE#E THCDO 7 IV ER > R

iico]

srsmnzea. AMGORITEEAM

AEROVESZUR MR AR

A3EME - ERT—F DSHREN

IR Li-eitsy/ERMT—4 %, BRICH L CGEYAFRERAV TS LA—F—ORKE2iEETES
fEhoz &,

o A—H—OXEHPROHARRLECHMLTRRSA-EE - ERTF—2E0H L. WBE - FEOBMICH -1z, 1—H—
DITMCREOHMERBTEDRAD &
o BAGFRICEYRBSALT—2CHLT. BEOBNET—SOURICELEMAFEEAVTHAL. FRE - BB
OHIEREMET I ENMBELD.
o T—A0OH: (BERT—21T7/tAR0Y. HMKEE. 54705, BEAZr—ILART—4 (EEHAE. A2
BNIT—20—FF)
[MOT—2) 4 5 Ea—RET—5, B, &5
o RTEOW . (EROS) RN, HARH, 2EERIF
RIS TS50 Ty Fd U—i&k ik, EETEBESH. kak, BRRR

M&x ERMTER-11A3.EX - EET —FDOHEE
HE  REIFEFEEAA AR ORFHEERE THCDO7aYEZ > X

ICDE

szepasess AMPORHERAN

AZERIVES VR R A=

ALBIRDETILIERED

A—F—OFARRCEHMIRGE ECOVT, BET -2 PHFRRICHLETVTETIL (H
&) LTEaREhD L,

o ETNER. MHACATLORROMELN L. TORN(SHDIVEEAMRE) E S L. DORE, BZ L0k
TERBLELOTHY, BEETL - WERETL  BEETALESKRAEET D,

o A—H—-OEER - ARITH - REOHERATLL. ETNEEATOLIENICELELALICENT, BROZEW -
BWHAL - MBSOV TOMEEMRT P MBS,

o ETMERHE-TIE, BRR2BFECLYBRBEALT 2B LUSRBRICBENT, 1—F—0RR LB iR
THIEMMFESHhD,

o BANYF. T=HETFISH. KE, DRAET—Ur—=—T v (Asls) . KAE (BEZ Y )

K& ERTER-12 AL RO ETILILEE
HE  REIFEFEEAA ARPORFHEERE THCD 7O EX X

BRI

125




e}

e AMPORENAAN

AEXOELEUR S F- S P

A5.1—H—FERDIBE - IRERES

/R DATL - Y—ERICBIZL—F—OURETY A o TEIRAOD L,

A—HF—DOFFAWLBERO-—AHFRICETNOT, ARUKCVATFLABEIUH—ERDOHRIZET 2HALE v FRA
b (—EOMHYELORRE) LEHE, 1—F-0BRELLLTEIL  A-—F-UHBRERE-RBE) T5C
&.

A-H—FEROAL T MO, HRNG - Y—ERE1-F—UREDBMREDN VLT CERT D CET. #EA
FioH LMREDBREENSMHEND,

o PLHRET—Tr—=—7TuF(ToBe). UXDALET FY— RAb—Y—F)T BELFIL)

K& BRTER-13 A5. 1—H —{KERDIEAE - ZZHE
HE  EIFEFEEAA ARSORFHEERE THCDO 7OV EZ VX

LCDE

mre s AMGOBHEARR

AEXOVFAUR g¥ME  RR

A7. 5i8l& - FIRBEEXEOTEREN

A—F—OBERITHEL, SETICLHVERE - VRATL - Y—ER, HIVEEROHRT—E
EEPERETEIRNOIE,

. [1—F—OFARROER) © 1—F—OXUANBEROBH) Tarv7 HEEl) T2—Y—U$BROTHF1 >
(BE-RE) | GEOBRIZHETIENMREL S,
o AMPORHBRISE DS/ =T TUCEHREOHDEMEHETESHRNLETC.
Bl ESRAETLF Y UnR, EY 3 v REBRTH S UFik

K BERMER-14 A7. FTHm - FRFEXOLERES
HE D REIFEFEEAEA ABFRORHEE#E THCDO 73V ER > R

LCDE

LELIEECEPN LR B F 1 1)

AEXIVERAVR 5 F - T

A12.1—H—I & BEFHEEERE D

A—F—(TFENR(BER - VAT L Y—ER) ERFRTIEICEY, FENRAALI—F—ISELT
WANESIHZHETETR FEBEYICRETE, 702z FOBMIZEHLERREBYICHIFTES
EHOZE,
. ARTAREEMCIHELS, RESE, HRE (A—F—) | FEA L A—ORFLOVTIE, EMET—X, 1—F—0
FIAS GER) 1250 TIHED B0 SHES1HZE L TR - RRT 5 &AM A S,
BRTIVERRE. TATAOMBERICETIRRONBLUTS. 702 r2KICET3FEOBNIZL >T. BYL
ENRERRT 52 EARBLAD,
EIEIS BT o Tk, HBECHNDHES - DEOAFHOOEN, A 7REERLT, HERECHERALAYREL, 2
RECEYERRES TS S EAMBEND,
IHERRIE. BRHEE SOEHNENRIZEESOTERNIZHT L. ROBMIRITH LAMEENE,
o B3yt FREMRE. oTA M, LTUFOREHIFE. WA - VATL - H—EROA—FEY T HE

K F ERTER-15A12. 1—H'— | & 5 FHESRMEAE
HE D REIFEFEEAEA ABFRORHEE#E THCDO7 IV ER > R

BRI 126




e ABGORIARAR

AREEOVEAUR BME A

A13. P E S < FMSERERE S

AMADEHELUVRET SEMABERANT, B8 - YATL - Y—EAQ1—HFEYF1, 1—H—
IJARYIVAR, A—HF—A 2 Tx—AGREDRLELOHNE - ERENTZIRID &,

« WATIHEFRORESZ. HEA L A-0RECOVT, BEOCBNOHMED 7 x—X, 2—F—0OHARIRIE L THEY
I<$) - BRIRT B LSS h B,
o RECH--TR, BARELLICHETIPHNLERCEY. SLU01—FEU T OBBRAIGEICRVT, FRMICHEZ
BRTEL LM MHEND,
o Pl:Ea—YRTa P&k FA—VAL—FK FRISH. FzyTURXLE

Bz BERER-16 A13. BFIRIFEICE D < FHEEELE
HE  SEIFEFEEAA ABPORFHEERE THCDI 77OV ER VX

HICDE

sresnzess AMPORHRANA

B./AY Y FIRTAVFIAVESE VAR ¥FIR

B1.702x Y FEEREND

AMGEREICET 200 ) FEREHETESRIDIE

o FOVIYFIRHELBEGONEEEEBEHEICL, oSS bOT—L, TRER, TITAET (. HBEH. FLE
R EEB/PILET 5 EPMBFEND.

o FOVIH R RE - S - BE - RE - BB BF - E8RLE, BATMIVIILOTRTOBRBNARELS S,
(1509241-2100 [5.HCODRHE ) (2H)

« —RMETOSIS FRESEBLIEEE, AMBORHCEFZ IO FEBEORMIE, AMBD BH0ToER
HACBDEGAFLE+FICERLELT, RETRTHY., HD. AMPORHOER BRIEAEHTEMHEZILIT
BATHD,

KK HkMER-17BlL. 7OV o FREBED
HE T IEEFEIEA ABRORGHEERE THCDO 7Y EX >V R

FICDE

sremnsea AMG ORI EARA

B.FOYxy bR FavEZVR xR

B2.F—LIEEREN

AMBPORHICET 5270529 FOF—LELT 4 2T OF—LT—0 &M - b - #HETES
BEHDC &,

Jovzy bF—LHAAMPOLBRHOERERAL, Br0TOSz S rAA-MOaZI 2=y~ avICREL. EO
BEAETR2IRBTEDLSIV—FTHI LA BH D,

o AMPLBRHICETEIF—LEEORMIE. 7O0S 7 FIPBELTHOA LA—DAFLEHFICERL. AMBDRHE
OEREA~NAHFTEIz—ZXTEVTF—LELTOT I b Ty FHBRKIET D& S IAMPORHOBERS. FhEE
BRALIOC Y bRGERETIRATHS.

MK ERTER-18 B2. F— LEERE
HE D REIFEFEEAEA ABFRORHEE#E THCDO 7 IV ER > R




HCDE

sresnzes AP ORI NANA

B.7OYzH bRV APAVERA LR WRR

B3.7O0C x4 AR - #AERED

£#7x—X (T1]) ZHKL. AMRORHICEATSI0C ) F2GERETE RO L.

o TRV FOBBICHE-THRTIRALBMOF—L, VSA7UFLEORR. &Y. JoYH Y Y —A(FH.
AMBURTZa—L, VRV GEEEEBT S LA MHTN D,

o AMBORMHZMTSIOCr s MR - EERDORRE. AMPLER IO EEBENOFHNG BHRE+HIZE
L. AMPOBRHOBRER~AG T, BRET I Ty b (26R#E) FBAEL312F0S2Y FOET—XITH
LTHE - ##TELRATHS,

M5k HRMER-19B3. 702 0 MR - #EE
B L RFEIFEFERAA ABHRORGTHEERE THCDO77 Y ERZ > )

LICDE

ssmnse ARG ORI ZARA

CHAMEIVEL2VR MR

C1.HCD:#EH - BARETEED

AMpLEE 70 AOBR~NOBACETNERRT SUHICHT SEE - HENIRTE 56N
Dk,

o BALHEOTHREORAEERY F115-H0OFEHNE, BEERNTRILEAZMETEIRNLEDD.

o IRTADLOILBH L, BEOKY — (BE - M- FHE) SRS EI—HFEUTAPL—HFIIARYILAD
EREREL. A@ALHMISH LT, AMPOLBRIETOLADLBHLVR—BEBATHLEHELLVIET S
CENBREAD (EHOTOS I FADBAZDVTIENEALET D) .

RE=HE>TIE, BAOHRETHMM=AHE T, REEHCHROEY S, ERTIFREORRE EOHEND
flr, HA K1 ORE. FFaiy OB, BRCLEERL—LORELEETIEAMBEESLD,

B BARTER-20 CLHCD@EMA - EARGTHE
HE  REIFEFEEAA ABRORFHEERE THCDO7aYEZ VX

HCDy

wrsmnze AMGORITRERN

CHAMEIVEEVR wrR

C2.HETnYJ 5 LRREN

ARBOREICET 28T S0/ S LEMRTEORADI L,

HGOHMA~OHCON T O ABAZHMET 5102, HOOTNERADLEHBH DI LNE—8E. i1k, HCOIZBIT ZHH
(FHEGE)\DEBF IO TS LEMBT HEHMFESH D,

o @O0V FATOOTPEEMNLHE - PEEBICSONTIIHRS
FRI<HIz > TR, RMELSHCOICHTIELEHMC/ 2N\ I E/RSADIBEFIQITFLPHIFAFLELR
TERILMWBHENG,
HEOHMISBLY. BFERMLZLISETEIATFLLAYFALSLOMRLARET B,

K& ERTE-21CQLHFTOY 5 LRKEE
HE L REIFEFEEAEA ABFRORHEE#E THCDO 7 IV ER > R

BRI 128




HEER

o sEELEPARES

CHAE#ND A5 R Ll

C3. AMWARLREND

AMGOoRH-HTSEWCNRESL. ER - 2L vi= BRSO AP CEHIZHT S
AFLEMETELEADIE.

o AJPZAMAEHEEFIEL. CUMos HNE., RESRACES. AN, 7—rLa 7 RHEGY.
ARBPCRNEFIRRENLIC LD, ARRI L YF=—0—FRET & EICLY, MR -8F -
JaPzd i ii= BERQAMPLOERCHT A FLERLTEZ EXRAMEND

MK ERTER-22 C3. AMERLRE
HE D REIFEFEEAEA ABROKRHEE#E THCDO 7 IV ER > R

FICDE

sramnseas AMSORHE AN

CHAMEaAVERVR MR

C4. Fi& - HiLMFARAEN

AMPLERECET 2FEEL. AEREMRTEIRIOE,

o HOORBEXIRT HMK 70 CMRAERSD DV FFHEE, AMPORIREBICLELIVES VR IZEHSHE/M
SL. MAOEBE - KR - ML ETEHL-LFRL, HERLETIL.
o BRAOWMRICEELTEMN - AH~OBRENLARC FFa AL MEAE, RREABLET HIEMBHEL D,
o Bl : NEMiE, UxH— Tk, SEPIAE

MK ERTER-23 C4. F& - HiEmAFERE
HE D REIFEFEEAA ABFRORHEE#E THCDO7 IV ER >R

HCD Y

ssmnze A AMPORAANN

LF&2=—AhlLasa=4—avikh MR RN
L3.77)T—aVEER

HODICE T 70 ¥ x Y FERET SRICITOIIBALERE. ARIC - BRICTEDHLSIX
BYHELHIT, RAT—IHRLY— (BARE) OBMERE LY MR - REOBEROH,LCRY
EfT5CEDTESRIAIDCE

o TOSISMIBENZEMCT—S2avTOLIGHMOARICLHMERR, T4 TTHE. ABBR, HF -

FEGE. HD/UXDICET HEMEERT H1-OICRET HEWIHENT. 272U F—4—L LTEDGENLRY
ETS3TLNMRENRD.

M&k SRTEF-2413. 77U T —2aVEeh
HEE  RSEIFEFEEAA ARSORFHEERE THCDO 7OV EX VX

BRI 129




D.YV=ILICEHBT7—023vyTRABDH

JGEO—XTIT5&Y—IL (V—IL1~Y—)L8) ICEAh3T7—U> 3y %
SRIICET BOORBOMAICOVT, THE. HE #E (T7>
F—5-) ORE HEBNT B,

YV=ILICEDB 7 -0 avTRBORH (HH: VIAXTo THARHEIDE
FHE )

[V—IL1 : {THHEE]

L JEi=
- FIREN Y —EXRZFAT 2HRFeRBRICEE L. MBAEOTHRE
ZBIEY B,

- FMAOTeT7 U T7r—hrTIEESNEV, FIREOXRBEDOIRD L. X
BRIG. ERRZRICEITE2 Y —EXDREELEZN 5. BEROK
BYXEBEENTREZRD,

5=

- HESDLCOHFEL TVWIIHBFAN B ZREED T IIL—-TTEE. 307
FOBEZ T %,

- Bl RFADEBONTTE. Fi - MAZToTCVWBR - —D1TEFZR
%o BIRLICNBZMEE/ — MICEEERL. BTEIET S,

@ (T72UT—52—) DIRE

- BIRFECERDO X CHF DA BRIAOFFHE. HADFE

[V—=IL2 4> BZEa—]

L JEi=t

* BU—EXZFMALTVWEREOFBEICT>ZE2—L. FIRFEP
Rz EEHE <

- MROIe 77— hTiER/S RV, FIREOEFRNLFBFIE.
- T BEEDOMLT. ERXRICE T EENERE. BX
DAEPBENBREZR D,

BRI 130




5%

- ZEEII2ALBICAD. H5DLHROTHEVLT—IICDWVT,
REICI5DT D BUNICA > 2a—%2F 5, TVFEa2—IF 5
DREOEARFEZHOIC. REBEOF TORB AL ZERIRED L
T, HRBZLETFHBAEOEAANLGSEZFISTHT,

- AVAEI—ABRZRER ./ — IR L. B TREY 3,

- Pl BB TROIFESIEBR S IATLICDOVWT. TOEBAR. HEE
BE. FAER. BEoRNGEZzE <

@ (77U T—4—) DRE

c AVRE 2 —FEVCERO X EHHFDHA. B> E2E2a—TFT—<
DERIGEY. HHDET

[V=IL3 i RILYF]

| JEik=]

- RBHERIIIET —4 (Data Analytics & D EH#) ». B8R 14
Ea—0fERzmTICL T HENAGMBEOEN BYE V77—
SERCFEE. RELESR7O7 7ML LTREOHIFBER
ZER L. AT MFBABZIREDELSHBADY IZDVWTOHER
e Do

5%

c IIN—TT0—=0, BN LOREBLTHB. RZED HR (1>H
Ea—#ERLA—kr ZEB2, ZNS5ICDO2VWTTrRAAvS 3>y LA
o, BIXYT—2 a3 HAs5. TNHZFTEHT. 3SADRIL
VFEI—hEERTSE (707U EHYEU Tvd),

@ (D7 UT—42—) DI&E

- RILYFDIEDHF DA, RZED MR /121 —ERLKR—
b1 OEfw. TIL—TF T =T DET. BEMICDOVWTOHEFTFE T BN
12X

BRI 131




[V=IL4 : Pv—=—Iv]

[ JEit=

- EBERIIE T — 4 (Data Analytics & DE#) ». B8R 14
Ea—0fER%ZmTICLT. FIREDY —EXRZRHA. &34, FIHE. 57
g 2HEEWRFNE. ZORICIHNZ T —E XK LOFEE R
HCTEIEL. Y—EX2FOEEMEY. FIABICE > TORE#ESR (X
AVRA T BR) IZDOVWTOHEREETF Do

@5 =

cOIN—=TFT—0, HODLOARLTH . BZED HR 124
Ea—#ERELAR—bl ZBE%. TNHICOVWTTs XAy a>r LR
Mo, FMAENF OV —EX L DERZFHEHICH > THRELT S,
ZFORT, FRF v (O3 T334 V51 VRBE) O
BECITEORN (RFTE. EREATEAY). R#ICRL 3574
EDHHBRFTHVLTLL,

@ (77U T—4—) DRE

- Dy —Z v SOEBTHDOHA. RED THR 12 1—ER
LR— k1 O JIL—TT7—0DET. REMICOVWTOETFL
7 RINA R

[V=I5:TL—2RA=—Z27]

[ Ji=

c NIV F Vv =Ry TTEReHONIHAERE Y —EXFR
BICDWT, ENZRRTB1CODFEZTIN—TT—U TR
B0 JI—TDEAXAN—DENENERHBEE T T 7ZHLE

—H TR ENBER T3 <. RENTERNBERED

Bz A Do

5=

- —ERBEORT. BEIRLET7AT7Z2HL TV, HEINET T
TTVICH L TERZITV. SHICTA TV ZRESE TV,

BRI 132




© EORR RO —ERIZH > Fc/NA T RFIfAH. EBEDODREBEDEIC
HBHHLBOXRERBIXAN. WL ICICEBZSHZIYTL. B
NGERRDLEZEKRD D, BRI, 71T 7OEMMEEEIRATEEDOEH
Bh5. JIL—TTOEDDARZED B,

@:EET (D72 T—%2—) DI&RE

c TL—YRS=ZVJDOFEDHA. JI—TT—0DET. 71T
THLOHEE. T XNy arhMEE LICROmME. SRR T A
T VIS BT E T FNA R

[YV—IL6 ! A b= —KR—F]

[ Ji=

c NIV F /Dy —Z Xy TTIReOHONIFAERE Y —EXER
BICDWVWT, ENDRTINICREBOIEEDOY —EXZREFT L. €D
BHERHRMZ A =) - LTAAXA=JLPTUVETERT,

Y

- —EREORT. FEMRLETATT7ZHLTULL, Eh5ICDL
TTA RN 322 LBh 5, BENGY —EXDRZBAHILT. F
FAORXE—=1—=IZT %,

- ETOR. U—EXFBEICE > TO NEREGKE 2E8#H L a0 5. M
OANDRA =) —R—RELTKRY, BEIMERLIEA =) —R—
FOFRT—HERVHDZWHEL TRET .

@=L (T72UT—%—) DIRE

« A=V —R—FOERAZEDHA. JIL—TT—-TDET. 717
THLOMBL, T XAy ariMEFELICROME. REINRX
b—1)—R—FICX9 3BT T RN X

[Y=ILT :R=N—FOLE2A1 7]
[ JiS]
s TL—YRF—SVUPRh—U—R—RE L TEFNETATT %

BRI

133




brid. KOEFMNLREERA X—PZFEICT 5, I—H—12F—
TI—RELTOOLMDRITTIRFEVNVRTTICOVTOIXRZMR
Bo

- TIIL—TDX NI ENERET. BEREZMS,

5%

- MEBN T —ERZFBITIEED M X—JZRE THEICHELS (B3
W d PowerPoint 2 %= A WL3),

- T—EXFBOEARERE L C3EAEEEZHE<S, FTEZ748H0D
ZEBIMESI. T XA I DBR. VEDDFEEICT S, FJI)—
TOREREN. TNZLBORITHEKRL. BRXBETS,

@ (77U T—4—) DRE

« R=N\=TOLZATOERAEDHA. JIL—TT—0DHEIT. R
RIFEDET. RN DEFT 7 RN R,

[V=IL8 :7UFT14>TT I K]

O&EE

* TL—YRb=ZVIPR b= —R—RELTEENLTATT %
HLIC. LDEENBI =) —2ZFBNDELTEL 5. FIAEIC
EoTOEMPHREREZFHMICEV T, BRENCDL S BHA

c T —TDAN—ICEREDODR =) —ZBEB L TREET. ERZ(
<o

@5t

- FIAEN Y —EXZRET 3BEP € ORIEREGRE TE SO ND
PITVWIb—U— LTHS. BEIMBEECY —EXRCZELD
(BEIWELZREBREES— MINMNTTEBRT 3),

« —EDR =) - LTORRKEZ DI T, BRRICK 2B =R
#HI %o

BRI 134




@:EET (D72 T—%2—) DIRE
c TVIOTaYITURDEHRA. TIL-T T T DET. BREBDE
7. TEINDEFFET FNA X,

[ZFBEZ 1 THIDY —ILERA]

OS2I UFHRIBLEDSINGY —ERICHEDS AR
>l a— (Y—=JL2) RV F (Y=I3) +TL—U2R
f==>4 (Y=I5) +R=N=TOb&21TF (VY=ILT)]

O— i —EAPHRIEELLICED S A@IT
S>TITBHER (V- +Vv—=—<v 7 (VY—JL4) +Rb—
==K (Y=L6) +7074>TI7 Tk (Y—)L8)

BRI

135




[&E X ]
[ 3F]
1) Public Sector Innovation Innovation Lab, Transformation Office Public
Service Division(2019)
2) Civil Servise College Web -1 +
3) https://www.cscollege.gov.sg/
4) Innovation PROSPECTUS (Civil Servise College Web 1t -1 8 & D 22 B
&r)

5) https://www.cscollege.gov.sg/programmes/Lists/Programmes/

Attachments/3853/Innovation_revised.pdf
6) d.school Malaysia® - bk

http://www.dschoolmalaysia.com/

7) Application & Implementation of Design Thinking in Ministry of Health
Malaysia (2019 18)
8) Government Digital Service web -1 ~ (2019)

https://www.gov.uk/government/organisations/government-digital-

service

9) Government Digital Service Twitter (2019)
https://twitter.com/GDSacademy

10) GDS Academy webt-f ~ (2019)

https://www.gov.uk/government/groups/gds-academy
11) GDS Academy turns 5 and celebrates training 10,000 students (2019)
https://gds.blog.gov.uk/2019/02/20/gds-academy-turns-5-and-

celebrates-training-10000-students/

12) GDS Academy: How strong foundations shaped a digital lead (2018)
https://digitalpeople.blog.gov.uk/2018/03/23/gds-academy-how-

strong-foundations-shaped-a-digital-lead/

13) Government Transformation Strategy (2017)

https://www.gov.uk/government/publications/government-

transformation-strategy-2017-to-2020/government-transformation-

strategy

BRI




14) Government Design Principles (2012)

https://www.gov.uk/guidance/government-design-principles

15) Digital, Data and Technology Profession Capability Framework (2018)

https://www.gov.uk/government/collections/digital-data-and-

technology-profession-capability-framework

16) GDS Product manager - Communities & Digital, Data and Technology
Capability Framework Gareth Llewellyn 5 GDSIBNMD FLE>T7—> 3
> (2018 &)

17) GDS Product manager - Communities & Digital, Data and Technology
Capability Framework Gareth Llewellyn EA®D 1 > &#Z E 2 — (201942
A 22 BZ5#)

18) The General Services Administration About us>Training program
https://www.gsa.gov/about-us/background-history/a-brief-history-of-

gsa
19) U.S. Government’s open data

https://www.data.gov
20) 18F
https://18f.gsa.gov/about/
21) DigitalGov
https://digital.gov

https://www.gsa.gov/about-us/events-and-training/gsa-training-

programs
https://digital.gov/digitalgov-university/

22) Unites States Digital Service

https://www.usds.gov/mission

[ERTERA]

23) 101 Design Methods: A Structured Approach for Driving Innovation in
Your Organization, 2012 (MO17H A > XV vy K — BHFHNLHEEG -
HY—EXZ24E 7077 0EEFHII. 2015

24) Universal Methods of Design: 100 Ways to Research Complex Problemes,

BRI




Develop Innovative Ideas, and Design Effective Solutions, 2012
(FResearch & Design Method Index - Ut —F 74+ > %1 - 100 DER .
2013)

25) Delft Design Guide: Design Strategies and Methods, BIS Publishers, 2014
(T BEOHRE BINLY TRI—IIDBEX B/ R—23>D
£ firg ,2015)

26) IO ZATLXTHAVBETHRZZEZ S BESDM 1/ X—=2 320D
<D715 ,2014

27) This is Service Design Thinking.: Basics - Tools - Cases, 2006 (FTHIS IS
SERVICE DESIGN THINKING. Basics - Tools - Cases — A #&#TEY 77 70—
FICLBEDRRETILDERETS ,2013)

[&R{TE%B]
28) Discharge Status Upgrade Tool
https://www.usds.gov/projects/discharge-upgrade-tool

29) Voices of Veterans (2014)

https://www.va.gov/playbook/downloads/Voices Of Veterans.pdf

30) Designing for Veterans Toolkit for Human-Centered Design (2015)
https://www.va.gov/playbook/downloads/vaci-project-toolkit.pdf

31) DESIGNING FORAND WITH VETERANS
http://publicpolicylab.org/wp-content/uploads/2017/02/160928 VE
Storybook_ForWebsite-1.pdf

32) The U.S. Digital Service at VA Turns 3! (2018)

https://medium.com/the-u-s-digital-service/the-u-s-digital-service-at-
va-turns-3-d2f0494ec31d
33) Designing with Veterans to Right a Wrong (2018)

https://medium.com/the-u-s-digital-service/designing-with-veterans-

to-right-a-wrong-a865ef30a0dc
34) DesignsontheV.A. (2017)

https://www.nytimes.com/2017/02/24/opinion/designs-on-the-va.html

35) Doblin Deloitte and the Department of Veteran Affairs: Delivering Easy

BRI 138




Effective and Emotionally Satisfying Experience for Veteraens (2017)

https://www.service-design-network.org/headlines/doblin-deloitte-

and-the-department-of-veteran-affairs-delivering-easy-effective-and-

emotionally-satisfying-experiences-for-veterans
36) VETERANS’ EXPERIENCE

http://publicpolicylab.org/projects/veterans-experience/

[ERGERC]
37) BEFREFEHEAN ABFORHERKE THCDEMARIVEZ VX
< 7 (2018 FEhik ).

https://drive.google.com/file/d/15-sExRDQVOtZ1MF14Fucn9Mkz6R7TmhP2/

view

BRI 139




