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5 BENEFITS OF A 
DESIGN-LED APPRAOCH

Public sector innovation is a huge 

opportunity for Hong Kong. Design 

Thinking is a proven approach that 

generates value for all businesses, 

regardless of industry sector.

Re-shaping 
Leadership
 

Where leadership was 

once defined by setting 

and holding a direction, 

today leadership has been 

re-defined as the ability to 

enable collaboration 

among all stakeholders in 

complex systems.

Eliminating 
Fragmentation  
 

Though the commitment 

to customer outcomes, 

public sector services are 

implementing cross 

departmental targets and 

KPI’s. These measures help 

to ensure alignment, break 

down boundaries between 

departments, minimise 

duplication and make more  

e�ective use of resources.

Citizens are Customers 
 

Citizens are increasingly seen 

as customers who expect 

high-quality levels of service. 

Services are being rethought 

as integrated experiences, not 

just as a series of transactions. 

The focus on end-to-end 

experiences means services 

are better able to meet the 

needs of people and achieve 

desired outcomes.

By testing ideas with 
customers early in the process. 

By collaborating and co-designing with 
customers.

When customers are involved in designing public services, 
they are more likely to meet their needs.

Design Thinking methods help people to respond and 
adapt to rapid changes in technology. 

Puts the needs of the customer first and aligns 
di�erent departments, organisations and 
stakeholders to meet those needs.

Governments 
around the world 
are seeking new 
ways to tackle 
complex issues and 
engage citizens in 
policy-making 
processes.

WHAT IS DESIGN THINKING?

Design Thinking is an 

inclusive process that 

encourages participation 

and transparency.  It is 

focussed on creating 

outcomes that benefit 

people, communities 

and nations.

Chief Executive Mrs Carrie 

Lam has identified design 

thinking as a way to drive 

prosperity and economic 

growth in Hong Kong. It will 

help to maximise the value 

and impact of our $50 billion 

investment in innovation.

Design Thinking is a 

collection of toolsets, 

skillsets and mindsets 

that place human needs at 

the core of problem 

solving.

TRENDS IN PUBLIC SECTOR INNOVATION

Governments are 

increasingly

working 

collaboratively

with the community 

to create and 

implement policy. 

Here are the trends 

that are shaping 

new models of 

public engagement.

De-risks innovation 

Improves the quality of solutions

Increases the adoption of services

Improves the ability to adapt

Increases e�ciency and collaboration



THE MINISTRY OF HAPPINESS, UAE 
Public Sector Challenge: 
Reducing complexity, confusion and dissatisfaction caused 
by fragmentation across governmental departments. 

CASE STUDIES

Here are some examples of public sector 
innovation using design thinking.

United Arab Emirates

India 

United Kingdom

South Korea

Singapore Thailand

Case Study: 
Through the Government’s Ministry of Happiness, the 
UAE is working to improve the quality of life for citizens. 
Public services are being designed around significant life 
events such as studying, getting a job, getting married, 
having a baby, opening a business, investing and 
retirement. Government o�cials are involved in 
rethinking the delivery of services from the customer 
perspective and are working across departmental silos to 
eliminate customer frustrations.

Case Study: 
Citizens in Karnataka were frustrated that bill payment 
services of public utilities were inconvenient and 
ine�cient, often geographically fragmented and only 
operated/sta�ed between 10 am - 2 pm on working days. 
Using a  Design Led Approach, The Government of 
Karnataka aligned electricity, telephone, water supplies 
and sewerage services into a one-stop-shop called 
Bangalore One (B One).

BANGALORE ONE, KARNATAKA INDIA
Public Sector Challenge:  
Designing better experiences for citizens.

HUMANE HOSPICE, SINGAPORE
Public Sector Challenge:  
Designing Human-centric outcomes

THAILAND CREATIVE & DESIGN CENTRE
Public Sector Challenge:  
Attracting talent, growth and prosperity 
through public engagment

GOVERNMENT ONLINE, UK 
Public Sector Challenge: 
Redesigning public services from the ground up.  

‘SHARING CITY’, SEOUL, SOUTH KOREA
Public Sector Challenge:  
Co-designing policies with citizens.

Case Study: 
The UK government is a global leader in public sector 
service delivery. It has embraced methods such as design 
thinking and service design to improve processes and 
save money.  A recent example is the Department for 
Work and Pensions Carer’s Allowance digital service 
which streamlined the process of applying and receiving 
the benefit. Since the launch of the digital service, 
ineligible claims were reduced by 41%, equating to annual 
savings of £128,000 GBP ($1.3 million HKD).

Case Study: 
The Seoul government is leading an extensive portfolio of 
social innovation to build public trust, reduce spending 
and create economic opportunity.  The project has 
expanded the focus of city policies from building roads, 
parking, schools, and libraries to driving innovation and 
creativity in the city. To achieve this citizen collaborated 
with government design teams and leadership to 
generate 4000 policy ideas, of which 70 percent has 
influenced policy development directly.

Case Study: 
The ‘Hospitable Hospice’ project used Design Thinking to 
redefine palliative care in Singapore.  The design team 
explored complex and taboo subjects of to deeply 
understand human experiences, values, needs, hopes and 
fears associated with end-of-life care. The initiative 
identified 7 concepts and 24    principles that led to the 
design of a world class  palliative care experience.

Case Study: 
Under the O�ce of the Prime Minister and the O�ce of 
Knowledge Management Development, the Thailand 
Creative Design Centre (TCDC) empowers the 
development of the country through the development of 
its people. Established as a resource and information 
centre for Creativity and Design, it delivers international 
learning experiences, exhibitions, lectures, and public 
workshops to intellectually inspire and empower Thai 
people and communities to thrive.

“It’s not about making existing things just a little bit 
better: it’s about completely rethinking what we do, 
and how we do it. From the moment the user has a 
need, to the moment that need has been met.”

— Louise Downe, Director of Design for the UK Government



Download PDF of this snapshot at www.designthinking.asia

Customer 
Centric services

Governments are 
re-designing public 
services form the 
perspective of the 
people who use 
them, for greater 
benefit and ease of 
use.  

Attracting investment 
and talent

World class leaders in public 
sector innovation are 
attracting more investment 
and higher quality intellectual 
and entrepreneurial talent.

Community
Engagement 

Governments are 
building systems 
to better 
understand the 
needs of citizens 
and collaborate 
with them. 

Integrated 
Experiences

Government services 
are being streamlined 
as integrated 
experiences, joining 
the dots across 
di�erent departments 
and organisations. 

De-risking 
Innovation 

Governments are 
using methods such 
as prototypes and 
co-design to test 
their ideas with the 
public and create 
useful services.

Governments 
around the 
world are using 
Design Thinking 
to innovate and 
create value for 
citizens. 


