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MESSAGE FROM THE  CEO

Gay Hamilton
Executive Director & Chief Executive Officer

CAPAM

The Commonwealth Innovations 
Review is now distributed 
primarily online. CAPAM 
members may request a print 
copy by sending an email 
message to capam@capam.org.

As promised, CAPAM is 
featuring the themes of “Open 
Innovation”, “Daring to Fail”, “The 
Implementation Deficit” and 
“Human Resources Management” 
in our activities throughout the 
year.  In fact, each Commonwealth 
Innovations Review (CIR) issue of 
2015 will focus on one of these four 
themes.  By virtue of the nature of 
our publication, as well as through 
our International Innovations 
Awards, CAPAM broaches the 
topic of innovation in the public 
service on an ongoing basis.  The 
organisation has watched the 
dialogue about innovation shift 
from the notion of ‘newness’ 
(creation of new ideas, products 
and approaches) to a broader 
use of innovation favouring 
creativity and behavioural changes 
in the workplace.  In this issue 
our contributors tackle open 
innovation through public service 
reform, embedding innovation 
in workplace culture, and 
crowdsourcing.

Open innovation is a term typically 
associated with the private sector.  
It promotes the incorporation 
of concepts external to a firm 
as well as leverages existing 
ideas within the constructs of 
a business in order to advance 
products, marketing and especially 
technology.  It may look like a 
natural path from that paradigm 
to one for the public service.  
Certainly sharing knowledge and 
networking for success comes 
naturally to public service.  Or 

does it?  Early adopters of open 
innovation in the public service 
have come up against the usual 
barriers associated with change 
management (ex. entrenched 
decision-making processes, 
resource deficits, etc.) in a 
characteristically bureaucratic and 
change-resistant environment.  
How does one overcome such 
opposition? With each step taken 
to integrate different innovations 
across diverse contexts, 
governments are responding to 
the need for allocating sufficient 
resources and information to 
meet these challenges.  As the 
culture of innovation becomes the 
norm rather than the exception, 
lessons learned from the process 
can help inform and drive further 
innovation.

In a world of broadly disseminated 
information, companies or 
governments can no longer rely 
entirely on their own research.  
Instead they need to look beyond 
the confines of their institutions to 
glean information, consult experts 
and clients, and garner opinions.  
So for governments, this means 
systematically exploring a broad 
range of internal and external 
sources, ensuring capabilities and 
resources to assess and integrate 
the information, and delivering on 
opportunities.

Our contributors write about 
the conditions required to make 
innovation possible, how to 
work with outside partners, 

what needs to change to make 
innovation happen and what 
makes it appealing to a variety of 
individuals and entities.  

Many thanks for your continued 
interest and support.  Your 
feedback is welcome as always.

Sincerely,

Gay Hamilton
Executive Director and 
Chief Executive Officer

MESSAGE FROM THE CEO

mailto:capam%40capam.org?subject=
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INTRODUCTION 

Why do governments seem to 
struggle so much to use technology 
well? Barely a week goes by without 
a government somewhere in the 
world being berated for another 
massive “IT project” failure. Is it 
simply that public sector failures 
are more visible than those of the 
private sector – or is there a more 
significant problem behind these 
apparently endless headlines? 

Politicians have understood for 
several decades that technology 
has the potential to help reinvent 
and improve our public services. 
In the same timeframe the private 
sector has seen many businesses 
completely re-imagined – the 
likes of Kodak and Blockbuster 
have been displaced by new 
market entrants, and we have 
seen the birth of entirely new 
services such as Google, iTunes, 
Facebook, Netflix, Twitter and 
Spotify. Yet in the public sector 
progress has been slow and often 
publicly humiliating. This is not 
through any lack of investment: 
an estimated US$3 trillion was 
spent during the first decade of 
the 21st century on government 
information systems. Yet 60% to 
80% of “e-government” projects 
have failed in some way, leading 
to “a massive wastage of financial, 
human and political resources, and 
an inability to deliver the potential 
benefits of e-government to its 
beneficiaries”1. 

A TALE OF TWO COUNTRIES: THE DIGITAL DISRUPTION OF GOVERNMENT

Dr. Jerry Fishenden is an independent 
technology advisor to institutions including the 
UK Government, and Senior Research Fellow, 
Bath Spa University. He was appointed specialist 
technology adviser to the House of Commons Public 
Administration Committee for their inquiry and 
report “Government and IT — ‘a recipe for rip-offs’: 
time for a new approach”. As well as being an active 

practitioner, Jerry is the author of numerous articles and papers, including (with 
Dr Mark Thompson) “Digital government, open architecture and innovation: 
why public sector IT will never be the same again”, Journal of Publication 
Administration Research and Theory, September 6, 2012. Jerry is the ex-CTO of 
Microsoft UK, the UK City financial services and investments senior regulator, 
the UK Parliament, and the NHS. He has an extensive track record of technology 
leadership, delivery and implementation. He is also a CIO columnist and CIO 
100 judge.

Marie Johnson is the Managing Director and 
Chief Digital Officer of the Centre for Digital Business. 
An experienced CIO and CTA, Marie has delivered 
significant technology, innovation and digital services
transformation programs across taxation, business, 
social services, payments and immigration operations 
in the Australian Government. At Microsoft, she was 
the Worldwide Executive Director of Public Services 

and eGovernment based in Redmond USA. In this role, Marie and Jerry were 
joint authors of the Microsoft Strategy “The New World of Government Work”. In 
2006-2007, Marie was named “Innovative CIO of the Year – Australia”. In 2013, 
Marie was named one of Australia’s “100 Women of Influence”. Marie is a Board 
Director of the Australian Information Industry Association (AIIA); a member of 
the NSW Government ICT Advisory Panel, which advises on transformation and 
ICT strategic directions for the NSW Government; and a member of the NSW 
Digital Government Taskforce. She has an MBA (Melbourne Business School); 
Bachelor of Arts; Harvard University John F Kennedy School of Government 
Senior Executive Fellows Program; and is a Graduate of Australian Institute of 
Company Directors.

FEATURE
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It’s almost as if the public sector is 
stuck in what could be called the 
Blockbuster age – constantly trying 
to make improvements within the 
mindset of an increasingly obsolete 
business model, optimising the 
time in which boxes of DVDs get 
shipped to stores, offering loyalty 
discounts, shuffling management 
teams and consultants, and re-
arranging the shop window and 
the shelving displays whilst in 
the background entirely new 
ways of operating, such as Netflix 
and iTunes, have emerged to 
displace them. In the private 
sector the dynamics of the open 
marketplace ensure that innovators 
with improved business models, 
processes and services rise to the 
top, displacing the out of touch, 
stale and out-dated. Yet the public 
sector, with its natural monopoly 
on many essential services, is 
shielded from such dynamics: 
regardless of how well or badly it 
performs, it is guaranteed taxpayer 
funding. As a consequence it 
continues with many processes, 
services and organisational 
structures that are increasingly 
out-dated, self-serving and 
bureaucratic. 

To understand this gap between 
political aspiration and reality – 
and, more importantly, how it can 
begin to be fixed – we explore the 
experience of two Parliamentary-
system governments and their 
attempts to use technology to 
reform and modernise their 
services since the 1990s. The 
United Kingdom and Australia 
offer interesting insights into 
administrations that have long seen 

the opportunity to be seized, but 
which have repeatedly struggled to 
deliver the scale of improvement 
required in the way their public 
services are designed, operated and 
maintained. 

This is our tale of two countries. 

THE (MISSED) 
OPPORTUNITY 

As long ago as 1998, a UK 
Parliamentary report identified 
that the successful adoption of 
modern technology was dependent 
on two critical factors: 

Firstly, organisations have 
understood and focused on their 
customers’ requirements – ranging 
from purchasing goods in the 
supermarket to information on 
which to base key financial or 
business decisions. Secondly, 
and invisible to their customers, 
organisations have streamlined 
and redesigned their operational 
processes and their organisational 
structures, reducing duplication 
and waste. Similar processes have 
generally been brought within the 
same management framework and 
merged to remove overlap. 

The report also described the state 
of play in Australia: 

Australia has a very active 
programme, and in recent years 
has taken a lead in a number 
of aspects of the use of IT at all 
levels of government. For example, 
Australia pioneered the use of 
computer ‘data matching’, where 
Department of Social Security 

records are matched against those 
of the Australian Tax Office and 
the Departments of Veterans 
Affairs, Education Employment and 
Training, and Housing and Regional 
Development to combat benefit 
fraud – resulting in savings of up 
to $200M per year. The Federal 
Government is also instigating a 
major overhaul of its civil service. 
The Public Service Bill and Public 
Employment (Consequential and 
Transitional) Reform Bill currently 
before the Australian Parliament 
are part of a plan to transform the 
delivery of government services 
by devolving these functions from 
departments to newly formed 
executive agencies, headed by CEOs 
answerable directly to ministers. 
Thus, the federal government has a 
timely opportunity to further exploit 
the potential of ICT to improve 
the efficiency and quality of its 
operations. 

It’s small wonder the opportunity 
to modernise and streamline 
organisations, and their processes 
and services, was seized upon by 
politicians. Here was apparently 
the political Holy Grail. Finally 
it seemed possible to achieve 
something that had not previously 
been possible: to improve the 
quality, relevance and timeliness 
of public services by redesigning 
them around citizens’ needs whilst 
simultaneously doing so without 
the need for additional taxes. 
Better than that – the potential 
existed to take costs out of old 
manual processes, administration 
and bureaucracy, and to save 
money. And so the idea of better 
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public services at less cost, enabled 
by technology, was born.  

That 1998 paper indicates a 
widespread realisation of the 
opportunities on offer – and 
that governments intended to 
take advantage of technology to 
overhaul the way they designed 
and operated public services. 
However, the idea of devolving 
functions from departments to 
executive agencies suggests that 
instead of re-thinking the way 
government provided services, 
existing ways of doing things were 
to be shuffled around, with some 
pushed away from the centre to 
smaller agencies. Not only did this 
effectively freeze the way things 
were done at a moment in time, 
but also, by displacing services into 
a myriad of new organisations, it 
also created multiple duplications 

of the same administrative and 
management costs inside each 
resulting agency. 

As Digitizing Government2 
discusses, taking advantage of what 
technology now makes possible 
requires a more fundamental 
appraisal of how government can 
best be designed in the digital age. 
Not so much the usual question 
of “How do we use technology 
to polish and improve what is 
already there?” so much as one 
of “How best could government 
achieve its outcomes if we were 
to design it now?”. Rather than 
oscillating between centralised 
versus outsourced models, a more 
fundamental opportunity exists: 
to re-imagine the way government 
operates, and hence to rethink the 
machinery of government around 
a digital-era model that improves 
public services, strengthens 
civil society and stimulates the 
economy. 

Technology opens up policy 
options not previously possible 
or even thought of. It enables 
government to be rebuilt 
not around its own internal 
hierarchical and management 
needs, but around citizens and 
their experiences and needs for 
public services. It’s the opportunity 
to remove a lot of unnecessary and 
complex bureaucracy and form-
filling (whether done on paper or 
online), and also to provide real-
time insight into performance and 
hence the potential to innovate and 
improve policy and operations. 

This is the real opportunity: not 
the production of websites and 
the digital preservation of existing 
transactions, but a reimagined 
operating model clustered 
around the needs of citizens and 
businesses. 

This opportunity must be seen 
and measured in the context 
of policy and service delivery 
outcomes, however, both UK 
and Australian audit reports and 
capability reviews over the past 
decades show instead a consistent 
story around opportunity costs and 
opportunities lost. 

THE PROBLEM 

The UK Experience 

The gap between the potential 
use of technology – to reform and 
improve organisations and services 
– and the reality is disappointing. 
All too often technology has 
been applied merely to automate 
the status quo, regardless of how 
inefficient it is. Far from improving 
services, technology has often 
been used to fossilise them and all 
their pre-internet inefficiencies at 
a moment in time. This problem 
has been well understood since the 
1990s, with the 1996 Government 
Direct3 paper stating that:
  
The Government is determined 
that the methods of direct service 
delivery, which information 
technology is now making possible, 
should be harnessed in the UK in 
order to: provide better and more 
efficient services to businesses and 
to citizens; improve the efficiency 
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and openness of government 
administration; and secure 
substantial cost savings for the 
taxpayer.’ 

Yet within a few years, a research 
paper by the Parliamentary 
Office of Science and Technology 
(POST)4 warned that: 

Current policy is ... in effect 
‘freezing’ existing departmental 
demarcations into the system and 
could seriously curtail the ability of 

Government to engage in holistic 
reengineering for many years. 

The report also recognised: 

While individual Departments 
and Agencies have made progress 
in developing customer focus 
and in initiating process reviews, 
the techniques have not so far 
been applied ‘holistically’ across 
Government.  

And in a footnote observed: 

It is perhaps because of this that 
Government has not tended to reap 
benefits on anything like the same 
scale as the private sector. 

It’s worth highlighting how often 
the same well-intentioned political 
rhetoric has been used over the 
years, but without any sustained 
success in bridging the gap 
between such aspiration and its 
practical implementation on the 
ground: 

 
Year UK Policy Source 

1996 ‘[IT will] provide better and more efficient services to businesses 
and to citizens, improve the efficiency and openness of 
government administration, and secure substantial cost savings 
for the taxpayer.’ 

Government: Conservative 
Source: Government Direct 

1999 ‘[IT will help us] make sure that public service users, not 
providers, are the focus, by matching services more closely to 
people’s lives … [and] …deliver public services that are high 
quality and efficient.’ 

Government: Labour 
Source: Modernising Government 

2009 ‘[IT will] allow us to give citizens what they now demand: public 
services responsive to their needs and driven by them. It provides 
us with the means to deliver public services in a way that 
maintains their quality but brings down their cost.’ 

Government: Labour 
Source: Putting the Frontline First: 
Smarter Government 

2011 ‘[IT will enable us to] deliver better public services for less cost. 
ICT can release savings by increasing public sector productivity 
and efficiency … [and] will enable the delivery of public services 
in very different ways to the past.’  

Government: Coalition 
Source: Government ICT Strategy 

2013 ‘technology can be a powerful tool and reshape how government 
and citizens interact with each other. We must see digital 
government as a way of empowering people – service users and 
public sector employees, citizens and consumers – and enabling 
cost reduction in the process.’  

Labour Party announcement of 
a Digital Government review – 
‘Digital Britain 2015’ 

Table 1: Comparison of UK Policy Objectives, 1996-2013 
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More recently the creation of the 
Government Digital Service (GDS) 
is helping move the UK into the 
era of digital services. However, 
the UK public sector has yet to 
develop and sustain at scale the 
necessary digital era organisational 
structures, culture, maturity and 
management capability to achieve 
the long-desired public service 
renaissance foreseen by politicians 
since at least the early 1990s. Part 
of the problem lies in the way that 
technology has historically been 
handled, often pushed away from 
the core of the senior levels of the 
civil service and certainly well 
away from becoming an intrinsic 
part of policymaking and the 
design of public services. This is 
perhaps best illustrated by the 
analysis of Tony Blair’s incoming 
Labour government 
of 1997. It blamed the 
decentralized approach 
to technology as the 
core of the problem 
– believing that 
the narrow focus 
on the parochial 
needs of individual 
departments had 
resulted in benefits 
for government 
as a whole being 
overlooked: As a result, 
we have incompatible 
systems and services which are not 
integrated.5  

However, this was a mirror 
image of the reality: the 
technology was merely a 
reflection of the fragmented and 
vertically organised functions 
of the multitude of government 

departments and agencies and the 
services they provided. To blame 
the technology was to start in the 
wrong place: what needed to be 
addressed was the much bigger 
problem of how to reorient public 
services around citizens – and 
to fix the out-dated and often 
arbitrary organisational structures, 
management silos and fragmented 
services of the public sector. 
Instead, technology itself became 
the focus in isolation – leading 
to a series of media headlines, 
including one in 2010 that stated 
just ten of the administration’s 
“computer blunders” had cost 
£26bn6. 

The 2000 government paper 
Successful IT: Modernising 
Government in Action7 provided a 

review of “major 
government IT 
projects” and 
hoped to “improve 
performance and 
avoid the mistakes 
of the past”. Yet 
the focus again 
was “IT” as if it 
existed in splendid 
isolation from 
public service 
management: 

In the past, 
Government IT projects have 
too often missed delivery dates, 
run over budget or failed to fulfil 
requirements. This review was set 
up to improve the way Government 
handles IT projects. 

Importantly however it also 
recognised the shortcomings of 

this approach and came to the 
conclusion that: 

A change of approach is needed. 
Rather than think of IT projects, 
the public sector needs to think in 
terms of projects to change the way 
government works, of which new IT 
is an important part. 

Despite this recognition, there is 
little evidence to be found that any 
substantive improvements were 
made as a result. 

In 2009, similar objectives 
were set out in a report from 
the Department for Media, 
Culture and Sport (DCMS) and 
the Department for Business, 
Innovation and Skills (BIS) – 
entitled Digital Britain8. Its version 
of that 2000 recognition of the 
problem of mistakenly thinking of 
“IT projects” was expressed as: 

Government will need to become 
genuinely ‘of the web’, not simply ‘on 
the web’. That means designing new 
services and transactions around the 
web platform, rather than simply 
adapting paper based, analogue, 
processes … Bringing about 
this scale of change will require 
significant leadership and focus and 
a willingness to put this reform at 
the heart of Government activity as 
opposed to tacking it onto the side of 
existing ways of working. 
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The Australian 
Experience 

The phenomenon of talking about 
IT projects and attempting to 
tackle the wrong problem is also 
observed in Australia. Numerous 
online and e-government strategies 
lacked the most important focus: 
that of a fundamental service 
transformation centred on citizens’ 
needs and experience. 

In the lead up to the Australian 
Federal Election in 2013, the 
Liberal National Party Coalition 
in Opposition released its policy 
for E-Government and the Digital 
Economy9. It recognised that in 
the digital era government has 
not leveraged technology as a 
productivity driver or as a policy 
lever. Neither has it kept pace with 
the use and adoption of technology 
across society, nor the innovation 
in new models of engagement. 
Whilst the now government policy 
appears to be “directional” and 
foreshadows a far more strategic 
approach, the lessons from the past 
decade and from other domains 
indicate that it does not go far 
enough to meet the challenges. 

It’s instructive to compare 
the objectives and approach 
of the Coalition’s 2013 policy 
for E-Government and Digital 
Economy to the objectives and 
approach of the Government Online 
Strategy 2000: what has changed in 
the last 14 years? 

The Government Online Strategy 
2000 spoke about “online action 
plans”, putting all “appropriate” 

services online by 2001, delivering 
all “appropriate” services 
electronically by 2001, ensuring 
the online availability of printed 
forms and the desirability of 
“online forms”, and articulated the 
concept of “integrated services”. 
Enablers such as authentication 
and metadata standards were called 
out, as well as the groundbreaking 
achievements of the delivery of 
the Australian Business Number 
(ABN) and the successful multi-
jurisdictional online platform to 
business, the Business Entry Point 
(BEP)10. Despite the progress 
that was made, a check of any 
government website soon reveals 
listings of many hundreds of 
PDF forms. An inventory across 
government would measure 
thousands of forms. And peering 
inside agencies would soon reveal 
an unspeakable treasure trove of all 
sorts of forms lurking on internal 
networks. 

Three essential components were 
missing from the Government 
Online Strategy 2000. Firstly, 
meaningful outcome-based 
targets were absent: the Strategy 
was heavily qualified by evasive 
references such as “appropriate’, 
“pragmatic” and “agency-based 
approach”. Secondly, citizen centric 
was defined in terms of the agency 
e.g. “agency’s clients”. There is 
nothing citizen centric about 
having dozens of agencies each 
having their individual specific 
views of the citizen. Of course, 
client centric is not the same thing 
as client experience: just ask the 
clients (citizens). And thirdly, 
and perhaps most importantly, 

it was not about transformation 
– it explicitly ruled out replacing 
services or channels. The objective 
was to  “…deliver all appropriate 
Commonwealth services 
electronically…complementing – 
not replacing – existing written, 
telephone, fax and counter 
services.” Doing so would simply 
add another silo service channel, 
increase costs and hence fail to 
deliver any meaningful benefits. 

The Government Online Strategy 
2000 vision of “a seamless national 
approach to the provision of 
online services…[where]…a user 
of these services should not need 
to understand how government is 
structured…” remains a noble but 
as yet unrealized vision. For all the 
efforts, the question is “Why?”. 

Those initiatives that were 
successful and enduring – the 
Australian Business Number, the 
Business Entry Point and later 
Vanguard and Standard Business 
Reporting – were driven by a 
political and economic agenda. 
These initiatives took a whole of 
government – not agency specific 
– multi-disciplinary delivery 
approach and were greenfields. 
They were new and transformative 
business models; and importantly, 
they were based on metrics and 
analysis to demonstrate the 
economic impact and benefit – the 
target was to reduce the estimated 
AUD $17 billion per year red 
tape impact on the Australian 
economy11. 

One area of concern in the 
Coalition’s 2013 policy for 
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E-Government and Digital 
Economy – and similar strategies 
in other jurisdictions – is an 
apparent ambiguity between 
“digital” and “ICT”. It is essential 
that the difference between “digital 
transformation strategies” and 
“ICT strategies” is understood. 
As currently articulated, the 
policy needs to better differentiate 
between “ICT Strategy” and 
“Digital First”. Though clearly 
related, “digital” and “ICT” 

are different concepts and the 
accountabilities, objectives and 
measures of success are different. 

“Digital” spans a wide brief, 
including the transformation of 
the organisational model and 
culture, radical process change, 
accountabilities for citizens’ 
experience, new models of service 
delivery, real-time feedback, 
tangible operational efficiencies, 
measurable business value, and 

the use of data driven insight 
to improve and inform policy 
formulation. ICT strategies partly 
enable this transformation – but 
in the legacy environment, siloed 
approaches can impede it. 

Looking at the two strategies 
literally side by side highlights that 
there still does not appear to be 
a whole-of-government focus on 
strategic transformation. After 14 
years, the strategic approach does 
not appear to have evolved. 

 
Year 2000 Government Online Strategy 2013 Policy for E-Government and the Digital Economy

“…deliver all appropriate Commonwealth services 
electronically on the Internet by 2001…complementing 
– not replacing – existing written, telephone, fax and 
counter services”. 

“…getting all of its major services and interactions with 
individuals online…” 

“…Give people the option to elect to receive material 
from the government in digital form or in hard-copy, 
depending on their circumstance.  We will aim to 
provide all correspondence, documents and forms in 
digital form, as well as hard-copy, by 2017.” 

 
Table 2: Comparison of Australian Policy Objectives, 2000 and 2013 

As currently articulated, the “2013 
Policy” also appears to follow a 
“Year 2000 Strategy” agency-by-
agency approach to targeting high 
volume transactions (similar to the 
one that UK Prime Minister Tony 
Blair once wanted to achieve to 
put all government services online 
by 2005): “…every Government 
interaction that occurs more 
than 50,000 times per year can be 
achieved online by 2017.” It persists 
with an agency-centric view, with 
a discussion about “heavy IT 
user” agencies and “light IT user” 
agencies, and various details about 

procurement panels. There is no 
reference to citizens’ needs and 
experience, and only a general 
single reference to overhauling 
strategic common services, such as 
payments. 

The missing component in this 
brief comparison is reform – 
innovatively redesigning services 
across government (and with 
other sectors), integrating and 
re-packaging to achieve a truly 
seamless client experience. This 
would consequently result in 
some unnecessary “interactions” 

from individual agencies being 
nullified, cancelled, “joined-up” 
or abolished – driving down costs 
and optimizing policy outcomes. 
The strategy needs to articulate 
that in the digital era of service 
delivery, hardcopy or physical 
tokens or artefacts do not need 
pointless digital replicas. Examples 
of this include the abolition of 
paper visa labels, the abolition of 
car registration stickers, and the 
abolition (many years ago) of paper 
withdrawal forms in banks. The 
forms – and current clerical jobs 
supporting the manual processing 
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of these forms – will disappear in a 
disrupted, re-imagined and inter-
connected digital ecosystem of 
government services.   

A FAILURE OF CAPABILITY? 

Both in the UK and Australia, the 
gap between vision and reality over 
previous decades remained largely 
consistent. There was a significant 
failure of capability, characterised 
by the idea that the transformation 
of government administration and 
service delivery could be achieved 
by simplistically throwing “IT 
projects” at some of the public 
sector’s most ingrained problems. 
This failure has often been wrongly 
legitimised by numerous audit 
reports, capability reviews, and 
various inquiries and media 
reports. 

In the decade preceding these 
capability reviews, the Australian 
National Audit Office (ANAO) and 
various audits of inquiry dealing 
with “IT projects” have variously 
pointed to the complexity of 
systems, the lack of an architecture, 
the lack of business engagement, 
inadequate or scarce skills, and 
problems of “IT” procurement. “IT 
projects” are identified as costing 
too much, delivering too little, or 
failing. Standing back from all the 
individual Capability Reviews, 
audit reports and various inquiries 
– and looking strategically and 
systemically – there appear to be 
some fundamental governance 
and assurance questions to be 
addressed. 

Why are new capability or reform 
initiatives persistently described 

by various audits, reviews 
and reports as “IT projects”? 
Responsibility and accountability 
cannot be understood or attributed 
within such a segmented frame 
of reference. And how can it 
be, that after a decade of such 
audits and massive investments, 
recent Australian Audit Office 
and Capability Reviews continue 
to point to persistent “IT issues” 
rather than looking below the 
surface at the actual causes that 
lie beneath the skin? Is it merely 
that keeping “IT projects” at arm’s 
length provides a convenient 
scapegoat for more damning 
failures of leadership, management, 
governance and reform in our 
public sector organisations? 
The poor results of this broken 
approach speak for themselves: 
a comprehensive comparison of 
several countries’ performance 
undertaken by a distinguished 
group of UK academics found 
a wide range of results when 
it considered how effectively 
IT was being implemented by 
governments around the world. 
Particular problems were apparent 
in both the UK and Australian 
approaches, as the table below 
illustrates. 

So why have these long-term 
structural and systemic issues 
persisted? Who is standing back 
and taking a holistic, system-wide, 
economic and risk perspective 
of the future of public services? 
Indeed, where in government does 
responsibility – and accountability 
– for taking such perspectives 
exist? The underlying problems of 
public service management will 
never be resolved so long as the 
convenient myth of the “IT project” 
is allowed to persist, displacing 
attention from the real causes of 
failure. It is concerning that audit 
reports and various reviews carry 
this meaningless type of reference. 
In doing so, they let the root causes 
of failure remain unidentified, 
unexamined and unaddressed. 
The extent and endurance of this 
problem is well illustrated by the 
UK’s Institute for Government 
Civil Service Capabilities discussion 
paper13 from 2013: it singularly fails 
to mention “ICT”, “IT” or “digital” 
at all. Similarly, the Australian 
Public Service Commission APS 
Leadership and Core Skills Strategy 
(2014-15 Refresh) – a strategy that 
looks at the long-term drivers 
impacting the APS as an institution 
– also fails to mention “digital”14.  

Country Outcome 
Netherlands 1 
Japan 1 
Canada 0.75 
USA 0.75 
New Zealand 0.5 
Australia 0 
UK 0 

Table 3: Membership of the set “Government IT schemes succeed and are rarely cancelled”  
(source: Digital Era Governance, Dunleavy et al12) 
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Such significant absences appear 
indicative of the wider cultural 
problem that continues to see IT/
digital as something that does not 
need to be understood by public 
sector management. 

It’s hard to imagine any leadership 
team having credibility that says 
“We don’t need to understand 
finance to run our organisation”, 
or “We don’t need to understand 
people to run our organisation” 
and yet the phrase “We don’t need 
to understand technology to run 
our organisation” seems to have 
almost become a cliché through 
overuse. 

Yet how can any modern public 
services even be envisaged without 
the use of technology? It is not 
something to be added sometime 
downstream, but part of the core of 
how modern public services need 
to be designed and engineered. 
It is not about old paper forms 
merely delivered onto a screen, but 
about how the very nature, scope 
and quality of our public services 
are redesigned and improved in 
the digital age. It’s encouraging 
that both the UK Government’s 
Civil Service Reform Plan15 of 
June 2012 and the Government 
Digital Strategy16 of December 
2013 emphasise the need for 
government to become a truly 
digital organisation – through, for 
example, ensuring departmental 
executive boards have the 
digital competence and skills to 
“undertake end-to-end service 
redesign”. 

Industrial age organisational 
structures and processes, as the 
bellwethers of the private sector 
have long since shown, are a 
busted flush in the digital era. 
The evidence of this is hiding in 
plain sight in the litany of audit 
reviews, commissions of inquiry, 
Parliamentary committee hearings 
and capability reviews which 
point to “IT project” disasters and 
the cost to the public purse of 
billions of dollars or pounds. The 
very fact that the assurance and 
review mechanisms in government 
describe major investments and 
change initiatives as “IT projects” 
is a symptom of a governance 
model and capability shortfall 
increasingly ill-suited to the digital 
era. This shortfall needs to be fixed 
if governments are to achieve the 
benefits from the application of 
technology to our public services 
they have long desired. 

REALITY CHECK: WHERE 
ARE WE NOW? 

The UK 

Whilst in the UK much remains 
to be done to truly reform and 
develop digital era government, 
since 2010 there has been a 
significant effort to correct the 
problems of the past and to put 
the use of technology in the public 
sector onto a better footing. An 
ambitious programme of digital 
reform is underway that puts 
users – not technology – at the 
centre of change. The catalyst for 
this was provided by the 2010 
report Directgov 2010 and beyond: 
revolution not evolution17. It set out 

a strong vision for simplifying the 
user experience of public services 
by making all of them available 
through a single government site 
for online services and ensuring 
online government information 
and services are available wherever 
people are on the web by opening 
up applications and services to 
other organisations.  

To achieve this, the UK has 
established the Government 
Digital Service (GDS), a move to 
bring back highly skilled IT and 
digital skills inside government. 
GDS has established the GOV.
UK publishing platform and 
website, and worked closely with 
departments to implement a range 
of initial exemplar services that are 
being completely digitised. Its work 
has gained widespread recognition 
for introducing ways of working 
into government that have been 
long-established and well-proven 
in the best organisations elsewhere. 
A mandatory digital design 
standard has been established to 
raise the bar on the way services 
are designed. Service owners 
must meet these criteria before 
their service can go live, and must 
continue to do so for the entire 
lifespan of the service. Common 
requirements, such as the online 
identification of citizens across all 
government services, are being 
tackled by a whole of government 
approach. 

The UK’s National Audit Office 
has found promising signs of early 
progress on the back of this change 
of direction in the UK, following 
the creation of GDS and the move 
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towards a digital by default public 
service strategy. One significant 
area of progress has been bringing 
programmes under better financial 
control and government-wide 
governance, with the NAO 
finding that in 2011–12 central 
government spent an estimated 
£316 million less on IT-related 
goods and services than it would 
otherwise have done. However, the 
NAO also found some frustration 
with “the slow pace of change and 
the focus on cost-cutting, rather 
than on exploring innovative 
opportunities to redesign digital 
public services.” 

Australia 

In Australia, much work also 
remains to realise the original 
vision. Almost 35 per cent of 
government transactions are still 
carried out manually (face-to-face, 
over the phone, by correspondence, 
etc.). Of those that are carried 
out “digitally”, it is unclear what 
percentage of these are actually 
completed end to end online: 

• Government agencies still 
manage over 105 million voice 
calls per year 

• Many of the 170 million face-
to-face transactions were to 
prove identity (this is up from 
110 million 8 years ago)18  

• Only four agencies provide 
interviews and/or customer 
services by digital video 

• Some 250 million letters 
are still sent by the 
Commonwealth each year 

Equally, the “technology” 
acquisition arrangements in the 
Australian Government are overly 
bureaucratic and process-focussed. 
The Australian Government 
Information Management Office 
(AGIMO) for example has no less 
than 50 ICT procurement panels. 
There are companies – large and 
small – who in order to deal with 
government are registered on up 
to 60 panels across the federal level 
in Australia19. These processes 
do not strengthen governance – 
but add to cost, risk and impact 
delivery. These industrial age 
procurement processes are not only 
a significant driver of red tape but 
are out of sync with the dynamics, 
timeframes and innovation 
required in digital government 
administration.  

In a more positive move, the 
Victorian, New South Wales and 
Queensland governments are all 
pursuing the development of better 
service business models. However, 
in the federal government 
sphere, there is still very much a 
prescription of technology – which 
is not only an outdated approach, 
but highly risky given the pace of 
innovation. And because there is 
no digital capability architecture, 
agencies are each procuring the 
same or similar capability from 
an agency-specific perspective. 
This process focus rather than 
architectural focus drives multiple 
costs and risks across government 
without achieving interoperability, 
agility or an improved service and 
experience for citizens.  

Notwithstanding the $5 billion 
spent on technology every year 
by the federal level of government 
in Australia (just at the national 
level), reform of the Australian 
government administration and 
service delivery arrangements 
is impeded by an out-dated 
operating model that undermines 
the broader policy objectives 
of government. The proposed 
Welfare Reforms20 and the new 
conceptual architecture of welfare 
reform in Australia will be severely 
constrained and compromised by 
the lack of a whole-of-government 
architecture, the lack of a strategy 
for the digital age, profound 
technology obsolescence, and 
the lack of open interoperability 
design, when interoperability is the 
very essence of service innovation 
in the digital age. 

TURNING THE 
BROWNFIELDS GREEN 

We do not underestimate the 
difficulty and sheer scale of 
redesigning government for the 
digital age. But equally we see 
little prospect of fixing the long 
standing gap between aspiration 
and reality unless technology stops 
being dismissively pushed away 
from the core of government as 
merely a means of automating the 
past, or – worse – as a convenient 
get out of jail free card for any 
failures in public services and 
their management, and hence 
a convenient route for escaping 
accountability. 
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Unlike much 
of what has 
happened in 
the private 
sector, where 
new, greenfield 
organisations have 
come along and 
eaten the business 
of old, brownfield 
organisations, 
the public 
sector needs to 
catalyse its own 
reformation. 

Unless it does so, it will face an 
existential problem, with citizens 
and businesses alike increasingly 
frustrated by the taxes consumed 
by public services at the same time 
that those services increasingly 
fail to match their expectations of 
quality, relevance and timeliness. 
Much like the pioneering 
and greenfield Egg Bank was 
incubated within the nest of an 
old, brownfield organisation – the 
Prudential insurance company 
– government needs to find a 
way of letting a new, digital era 
government grow successfully 
within. 

This idea of growth is essential: 
the “big bang” or imposed and 
massively overly-engineered, top-
down ideas of “business process 
re-engineering” will only condemn 
government to witness more 
headlines about massive project 
failures and budget overruns. As 
with the early, promising steps of 
the Government Digital Service in 
the UK, government needs to find 
incremental ways of moving from 
its current model to one that is 

radically different, centred around 
citizens’ needs rather than those 
of the arbitrary organisational 
structures and fiefdoms inherited 
from the past. It is too early to 
say whether GDS in the UK will 
become to the rest of government 
what the Egg Bank became to the 
Prudential: the growth of a new 
and better way of running services 
from the midst of the old, the new 
model of a modern government 
emerging from the old. 

OVERCOMING THE 
IMPASSE 

There are profound political 
challenges in moving government 
successfully into the digital age. It 
will require strong and sustained 
change management, reskilling top 
management and leadership within 
the public sector, empowering 
officials to think the unthinkable 
and work to improve their services 
– and maybe even to remove their 
organisations. Many current public 
sector jobs will probably disappear 
– notably those involved with the 
administration and bureaucracy of 
inefficient processes and duplicated 
hierarchies and organisational 
structures. Politicians may rally 
to protect unnecessary jobs 
and organisations in their own 
constituencies rather than to take 
responsibility for improving public 
services. But as with every other 
innovation and change over time, 
those jobs displaced – which add 
no value to the taxpayer who funds 
public services – will be replaced 
with new jobs, ones that have more 
value to citizens and business, 
and more value to our economies: 

more doctors and nurses on the 
frontline, or more police, social 
workers and midwives in our 
communities. The change will be 
immensely disruptive to vested 
interests – many managerial and 
clerical roles, and organisations, in 
both the public and private sectors 
will change beyond recognition, 
or even disappear. It is perhaps an 
unspoken or latent awareness of 
the true potential for technology 
– and the pain this transition 
will involve – that underlies the 
inability to close the gap between 
political aspiration and making it 
happen on the ground. 

We should not however fear 
making such improvements 
simply because of the upheaval 
and disruption they would cause. 
Governments and officials need 
the vision and willpower to tackle 
this reality head on. If governments 
continue to postpone and 
procrastinate about genuine public 
sector reform, they will merely 
postpone the inevitable. Worse, 
such attempts to avoid reality may 
trigger a catastrophic failure of 
confidence in the public sector as 
it continues to diverge ever further 
from efficient, technology-enabled 
improvements witnessed in the 
best private sector organisations. 
So-called machinery of government 
changes are not exactly a hot 
topic at the ballot box and hence 
regarded as low on the list of any 
politician or media commentator. 
But it is precisely such machinery 
of government changes that now 
need to rise to the top of the “To 
Do” list: it is these changes that 
will help address many of the 
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underlying systemic inefficiencies, 
broken processes and poor quality 
of services that cause the very noise 
that preoccupies so many citizens 
and politicians. It is time to focus 
on fixing the signal, not the noise. 

SO WHAT NEXT? 

There needs to be a re-think and a 
re-assessment of how meaningful 
public service modernisation 
happens in the round – not as some 
sidelined “IT project”. This does 
not mean yet more paper-laden 
processes, burdensome internal 
“multi-stakeholder” talking shops 
or more risk: it means returning to 
first principles of what government 
is trying to achieve with public 
services, of how they can be 
designed now, and of establishing 
a shared understanding of complex 
systems (as opposed to discrete 
and apparently unrelated projects) 
together with more relevant 
governance and risk management. 

The answer is not to continue 
fiddling in the margins of reform, 
by for example moving the 
deckchairs to bring mega agencies 
together or to put in place “shared 
services” arrangements. These 
are industrial age command and 
control administrative approaches, 
reminiscent of the industrial era 
where operations were organised 
“around the power source, which 
was how you had to in the age of 
steam.” 

Far more fundamental questions 
need to be answered: what do 
citizens need, what is government’s 
mission, what services should it 

deliver, what is the operating model 
and what is the most optimal 
means of delivery? 

This does not mean that 
government has to own, operate 
and deliver every requisite 
capability – rather, it acts as a 
smart, benevolent broker working 
on behalf of citizens.  

The strategic narrative needs to 
change away from the misguided 
focus on the technology and 
a lack of strategic focus on 
the information. This is a very 
significant issue – because with 
almost all “IT project failures” the 
issue has not been the technology, 
but better information and data 
management. The numerous 
audits, reviews and reports reflect 
poor knowledge management 
and data management practices 
across agencies: we lack modern, 
data-driven and evidence-based 
decision making in government. 
Analytics – one of the core 
capabilities of the digital era – have 
been based on the dedicated efforts 
of a few areas and individuals, but 
have not been invested in or driven 
strategically at a government-
wide level. The retail and banking 
sectors by contrast apply analytics 
as a core and strategic capability. 

Without a vision and a supporting 
strategic capability architecture in 
government administration there 
can be no effective governance. 
How can you construct a building 
without an architectural blueprint 
– or a town without a town plan? 
How do you know what you are 
building is right unless you have 

a clear vision for where you want 
public services to be in 5, 10 years 
time? It is the design of public 
services and the data needed to 
deliver them, simply and effectively 
– not the technology or the current 
organisational and functional 
structures – that provide the 
foundation. And “interoperability” 
across the “town” is how the 
citizens are served. 

ORGANISING THE EFFORT 

The effort to deliver this 
transformation needs to be 
imaginative, scientific, measured 
and agile. This is not about 
business as usual or an agency-
by-agency approach and for that 
reason the transformation must 
be centrally driven, but locally 
delivered: what the UK’s Minister 
for the Cabinet Office, Francis 
Maude, has called “tight-loose”. 

A Commission of Transformation 
type effort should be set up 
– similar to reconstruction 
commissions 
set up following 
man-made or 
natural disasters. 
The commission 
or taskforce 
should have 
DARPA-style 
special forces 
project teams 
redesigning 
and delivering 
government 
services around 
evidence-based 
citizen need, 
similar to the 
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work being pioneered by the UK’s 
Government Digital Service. This 
must not jump to a solution – for 
example, that public services will 
be delivered by the government 
or by the private sector – before 
it has examined the best means of 
ensuring the best possible outcome: 
the digital delivery platform will be 
fluid and shaped by citizens’ needs. 
This type of approach is already 
evident in the work of GDS in the 
UK, who are applying such “tight-
loose” controls: tight control at the 
centre over things that need to be 
consistent across government and 
to prevent pointless and expensive 
duplication, and loose in terms of 
enabling the frontline providers 
closest to citizens to ensure their 
services best meet their needs. 

The teams that make this happen 
must unapologetically be the 
world’s best. Drawn from all 
sectors and disciplines: the best 
from the giants of the web, human 
factor specialists, designers, 
systems thinkers, modellers, 
architects, and innovators from 
both the developed and emerging 
markets. The sourcing of this 
talent will not be through a long 
drawn out procurement process 
but through an innovative process 
akin to the process of mobilizing 
reserves. The mix of skills needed 
will change and flex over time, so 
the process needs to be dynamic, 
bringing in and out the right skills 
and experiences as and when they 
are needed. 

The team should be led by 
someone with the same passion, 
drive and perseverance that Bill 

Gates has for his philanthropic 
missions. This is not some dry, 
yawning debate about IT in 
the public sector – but about 
recognising this transformation 
has to make a difference to the lives 
of the most disadvantaged people. 
Whilst driven hard centrally, this 
transformation will have a system-
wide accountability framework 
– every decision will be referenced 
to this transformation. The digital 
disruption of government will yield 
a significant and enduring return 
to budget: early implementation 
of this sort of model in the UK 
has already produced significant 
savings recognised by the National 
Audit Office, and the UK believes 
there is more – much more – to 
come, not just in savings, but in 
significant improvements to the 
quality and relevance of services. 

We need to re-think the notion 
of targets. Without a narrative, a 
context, a story around the citizen, 
targets are meaningless. 

They end up driving the wrong 
behaviours, with the targets 
becoming the ends in themselves, 
rather than better outcomes for 
the users of public services. More 
important is a set of principles to 
underpin the approach required 
and the change in behaviours 
necessary to succeed: the sort of 
principles that GDS in the UK have 
set out21. Their work on developing 
and curating a living Service 
Design Manual22 – setting out good 
practice in the transformation 
and redesign of public services, 
combined with a process that 
constantly updates and refines the 

Manual’s contents based on the 
reality of work taking place across 
their engagements in the public 
sector – provides a practical and 
grounded approach to sharing 
implementation experiences about 
what works, and what doesn’t. 

Putting hundreds or thousands of 
forms or transactions online was 
never going to be a good idea: it 
propagates a failed and socially 
divisive model from the era of 
mass duplication and paper-
based inefficiency and alienation. 
Putting complexity online is lazy 
and expensive because it forces 
the citizen to do the hard work 
of figuring it out and providing 
the same information time after 
time after time, simply because of 
the poor design of public services 
within their current organisational 
fiefdoms. Governments need to 
declare what transactions are going 
to be stripped away, abolished, 
combined or transformed – such 
as paper visa labels and car 
registration stickers. State how the 
outcome will improve the citizens’ 
experience: and how this will be 
objectively assessed so that we 
know whether it has succeeded or 
not. 

The timeframes need to be 
unapologetically aggressive and 
agile because what is at stake is so 
significant in terms of economic, 
social and human impact. This is 
about making rapid progress, of 
trying, learning and improving on 
the fly, letting new services grow 
alongside the old until they are 
proven and adopted, while the 
older, broken systems, processes 
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and even organisations can be 
allowed to wither and die as the 
new ones emerge, are proven 
and take their place. This will 
be the public sector’s equivalent 
of moving from Blockbuster to 
Netflix – of moving meaningfully 
into the digital age instead of 
merely throwing technology at the 
status quo. 

A VISION OF BETTER 
PUBLIC SERVICES – THE 
DIGITAL MOON SHOT 

The next decade cannot afford to 
be like the past two decades. There 
is an urgent need for a change of 
vision and strategy: a re-boot and 
re-imagination of approach. In the 
UK, the 2010 report Revolution 
not evolution has spurred the 
beginnings of change: but even 
the early work of the Government 
Digital Service will require 
sustained support to become the 
mainstream, helping build the new 
public services and government of 
tomorrow rather than merely to 
polish the old way of doing things. 

The transformation must 
be expressed in terms of the 
citizen: this is their story. This 
is not about some top-down 
patronising concept of a citizen as 
imagined from the lofty towers of 
officialdom. It’s about the patient, 
the car driver, the small business 
operator, the farmer, the new 
mother, the hospital porter. These 
are not necessarily different citizens 
but they are different contexts 
and the citizen can be all of these 
simultaneously. 

Therein lies the challenge since 
government has never built its 
services around this simple reality. 
The citizen must truly be at the 
centre of digital era government 
because they will determine it 
– unlike the current approach, 
built around the internal 
priorities of government’s various 
organisational silos. This represents 
a massive challenge to the way 
government assumes it needs to 
build and operate services. The 
strategy for the next decade needs 
to be about simplifying – making 
the interaction with government 
seamless – taking away the clutter. 
But this can only happen if public 
services are properly designed – 
designed around the citizen to 
meet the outcomes they need and 
desire.  

So what should the future look 
like? Ideally, by 2020 all the 
thousands of government forms 
will be long gone – there will 
be no need for them. Forms are 
a clumsy, paper-era means of 
capturing data: as Amazon and 
other online providers have long 
since shown, the majority of 
people are more than capable of 
inputting and maintaining their 
own personal data, keeping it up to 
date and under their own control, 
actively managing consent over 
how and when their personal data 
is used. For those who are unable 
or unwilling to do so, assistance 
must be readily and freely available 
in their communities: all of the 
massive costs and waste eliminated 
by removing historic government 
inefficiencies will easily enable this 
to happen. 

Digitisation will also enable a 
powerful analytics capability 
delivering insight into what works 
and what doesn’t, and enabling 
essential “what if ” analyses of 
alternative policy options in areas 
such as welfare and taxation. Such 
analytics will yield long-absent 
insight and help drive innovations 
in both policy and service design – 
gathering real-time user feedback 
on how well public services are 
working, and where they are 
broken, as the performance data 
analytics of GOV.UK are beginning 
to show23. Governments will 
become able to conduct real-time 
modelling of possible welfare 
and taxation changes – seeing 
what impact a pull on the welfare 
or taxation lever has on which 
citizens and which communities. 
Much of the “do it and let’s see 
what happens” approach to policy 
making will be displaced by a 
much more detailed understanding 
of how policy relates to practice, 
and its very real impact on citizens’ 
daily lives.  

THE PRIZE 

The prize remains one long 
foreseen by politicians – but only if 
technology is used as a genuinely 
integrated means of fundamentally 
reimagining and redesigning 
public services. We have seen 
how both the UK and Australia 
have historically struggled to 
make this breakthrough. Recent 
developments in the UK with 
the Government Digital Service 
show promising signs – provided 
they can become the fabric of 
government, rather than the 
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exception. There are billions to be 
saved by properly redesigning and 
digitising government, billions 
that can be better deployed on 
improved frontline services or 
returned to citizens – as politicians 
and their electorates see fit. 
Government systems, from welfare 
and taxation to healthcare and 
education will be able to change 
much more flexibly, removing the 
current time lag between pressing 
socio-economic need and delivery.  

In the digital era, government 
needs to enable a flexible 
platform of core services drawing 
upon in-house and external 
capabilities, defined by a flexible 
underlying service architecture 
and determined by the citizen 
experience. Digital age government 
requires a re-imagination of public 
services, enabled by a fundamental 
redesign of the organisational 
machinery of government and its 
relationships with citizens. This is 
not a direction that governments 
can choose or not choose: it has to 
happen if our public services are 
to avoid a painful and catastrophic 
existential crisis. This is why the 
digital disruption of government 
does matter at the ballot box – 
whether that is understood yet or 
not. 

This, then, is the evolving tale 
of our two countries (… to be 
continued). 
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INTRODUCTION 

Definition  
Recently, growing attention has 
been devoted to the concept 
of “Open Innovation”, both in 
academia as well as in practice. 
In his book Open Innovation: The 
New Imperative for Creating and 
Profiting from Technology (2003), 
Chesbrough, who coined the term 
“Open Innovation”, defined it as 
follows:  
 
“Open Innovation is a paradigm 
that assumes that firms can and 
should use external ideas as well 

as internal ideas, and internal 
and external paths to market, as 
the firms look to advance their 
technology. Open Innovation 
combines internal and external 
ideas into architectures and systems 
whose requirements are defined by a 
business model.” 

He described how companies 
have shifted from the so-called 
closed innovation processes 
towards a more open way of 
innovating. The original book 
focused primarily on new models 
of research and development 
(R&D), and the shifting roles of 

internal central R&D labs, external 
relationships with entities like 
university research centres, and, 
generally, within the context of 
the current business models of the 
organizations. 
 
Based on this definition, 
Open Innovation is essentially 
about expanding or enlarging 
the innovation potential of 
organisations or entities through 
the introduction of or opening 
up of new ways of working with 
external partners. Whether this 
is manifested as new co-working 
agreements, acquisition of start-
ups with exciting technologies, or 
spinning out new developments 
into external companies, the final 
outcomes are the same: increasing 
innovation and achieving increased 
value, as a consequence. 
 
Practice of Open Innovation 
In practice, however, the term 
is relatively loose and means 
different things to different people. 
Professor Ammon Salter from 
the Imperial College, London, 
observed that, based on the 
current definition, everything from 
industry-university collaborations 
and expert sourcing to ideation 
challenges have been called 
examples of open innovation. 
He argued that this ambiguity 
contributed to the difficulty of 
figuring out whether the benefits 
of open innovation outweigh the 
costs. 
 

OPEN INNOVATION IN PUBLIC SERVICE REFORM

Dato’ Sri Dr. Noorul Ainur Mohd. Nur 
currently spearheads the Ministry of Science, 
Technology and Innovation as the Ministry’s 
Secretary-General. 

Dato’ Sri Dr. Noorul Ainur has more than 25 years’ 
experience in the public sector spanning key ministries 
including, the Ministry of Women, Family and 

Community Development, Ministry of Finance, Ministry of Education, Ministry 
of Information, and the National Institute of Public Administration Malaysia 
(INTAN). In the international arena, being an expert who specializes in the fields 
of development, administration and economics, she served as the Senior Advisor 
in the Southeast Asia Group, for the World Bank in Washington D.C. during the 
period of 2006-2008. Her significant contribution to social transformation has 
led to her appointment as Vice President of the Intergovernmental Council of 
the Management of Social Transformations Programme (MOST IGC Bureau) of 
UNESCO for the Asia and the Pacific region. 

Dato’ Sri Dr. Noorul Ainur obtained her PhD in Political Science at the Graduate 
Center, CUNY. She was also a recipient of Goldman Sachs Visiting Research Fellow 
at the University of Oxford.
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Nevertheless, open innovation has 
today been explicitly adopted by 
a broader range of organisations, 
and many have attributed part 
of their current successes to 
their open innovation strategies 
and activities. Open innovation 
involves a structured approach 
to looking for solutions outside 
one’s own organisation.  With 
open innovation, one can reach 
out to the larger STI communities 
to find solutions to the common 
challenges.  In this regard, 
Malaysian organisations, mainly 
in the private  sector, and of late in 
the public sector too, are beginning 
to embrace and embed innovation 
principles as well as engaging 
themselves in Open Innovation 
initiatives. 
 
The Sixth National Survey of 
Innovation (NSI-6), based on a 
survey carried out from 2009 
until 2011, in Table 1 showed 
that more new products were 
produced and developed based 
on a closed innovation system 
with 82% for new product and 
78% for significantly improved 
product in the manufacturing 
sector. In the service sector, a 
closed innovation system produced 
more results showing 80% and 
83% respectively for new services 
or significantly improved. On the 
other hand, open innovation was 
not actively pursued within that 
period with less than 5% results in 
both manufacturing and services 
sectors. 
 

OPEN INNOVATION 
THROUGH QUADRUPLE 
HELIX MODEL (QHM) 

Quadruple Helix Innovation 
Theory (QHIT)  
A country’s economic structure lies 
on four pillars/helices: Academia, 
Firms, Government and Civil 
Society, and economic growth is 
generated by the clustering and 
concentration of talented and 
productive people. This is the 
premise of the Quadruple Helix 
Innovation Theory (QHIT). A brief 
paper written by Ernest J. Wilson 
III, Dean of the Annenberg 
School for Communication and 

Journalism at the University of 
Southern California called How to 
Make a Region Innovative (2012) 
put forth the same argument. He 
contended that in order to foster 
economic growth of innovation, 
clusters need to draw on the power 
of an interrelated “quad” of sectors: 
public, private, civil, and academic. 

Generally speaking, the QHM is an 
innovation cooperation model or 
innovation environment involving 
these four quads or parties that 
cooperate in order to produce 
innovations (products and/or 
services). While the Triple Helix 
innovation model focuses on 
university-industry-government 

Developers Manufacturing Services 
New 

Product
% Significantly 

improved
% New 

Product
% Significantly 

improved
% 

Closed 
innovation 

7632 82 4331 78 746 80 848 83 

Joint 
innovation 

1584 17 1113 20 144 15 133 13 

Open 
innovation 

114 1 120 2 44 5 41 4 

TOTAL 9330 100 5564 100 934 100 1022 100 
 
Table 1: Developers of New Product or Significantly Improved Products across Sectors 
 
Notes: 
Closed innovation: Innovations developed internally by the company itself 

or company’s  group
Joint  innovation: Innovations developed jointly by the company together 

with other companies or institutions
Open innovation: Innovations developed mainly by other companies or 

institutions (externally)
 
Source: National Survey of Innovation 2012, Malaysian Science and 
Technology Information Centre (MASTIC) 
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relations, the Quadruple Helix, 
which embeds the Triple Helix 
by adding a fourth helix, makes 
it even broader and more 
comprehensive. It also encourages 
the perspective of the knowledge 
society, and of knowledge 
democracy for knowledge 
production and innovation.  

Despite all that, the concept of 
Quadruple Helix remains to be 
not very well established and 
widely used in innovation research. 
An improvement to the “Triple 
Helix Model”, it represented a 
shift towards systemic, open and 
user-centric innovation policy. As 
a result, the early Schumpeterian 
model of an entrepreneur working 
alone to bring his product to the 
market has been superseded by 
many actors working together, 
bringing more value to the initial 
idea (Laursen & Salter, 2005). 
 
QHM as Malaysia’s New Growth 
Strategy  
In this regard, Malaysia has 
embraced and adopted the open 
innovation concept through a 
Quadruple Helix Model. Launched 
in 2012 by our Prime Minister 
Datuk Seri Najib Tun Razak, 
Malaysia is the first country to 
introduce and adopt such a strategy 
in its innovation ecosystem. In 
Malaysia, we have a strong believe 
that a long-established partnership 
comprising the Government, 
business sector and the academia 
in Malaysia’s innovation policy 
should be extended to include the 
general public or the civil society, 
of which the future of the country 
hinges upon.  
 

OPEN INNOVATION IN 
ACTION: SOME EXAMPLES 
 
Many government agencies have 
worked together in furthering the 
concept of Open Innovation. Such 
agencies include the Innovation 
Foundation of Malaysia (YIM) 
under MOSTI that upholds the 
noble vision to promote, educate, 
and inculcate a culture of creativity 
and innovation within all levels 
of the Malaysian society from the 
grass root up to the businesses and 
industries and eventually innovates 
the nation. The government 
has also set up the Malaysian 
Innovation Agency (AIM) 
to drive and sustain progress 
for Malaysia by accelerating 
a culture of innovation. AIM 
facilitates collaborations 
between government, academia 
and industry in advancing the 
consolidation and execution of new 
ideas in innovation.  
 
Innovation Walk or Jejak Inovasi 
is another successful programme 
in scouting innovations produced 
by individuals in rural areas. The 
high potentiality of innovations at 
the community level are captured 
in the National Innovation Data 
Bank to preserve and share the 
knowledge with communities 
from other areas. Many innovative 
products have been produced such 
as kompang x-ray, saxophone from 
bamboo, environmentally friendly 
compound bricks, multi user truck, 
Desa Cart, Hybrid Pool, Smart 
Water Trap and many others. 
About 300 innovations involving 
more than 66,000 people have been 
successfully catalogued. 
 

In another effort to help 
improve the quality of life of 
the community, Technology 
Application Programme (TAP) 
or known as TAPMOSTI@
COMMUNITY) was devised to 
translate knowledge and ideas of 
the community into new products, 
processes and services. This has 
in fact increased collaboration 
between communities in various 
districts and government agencies. 
Such outputs include liquid smoke 
from coconut shell as organic 
insecticide, chitosan from crab 
and shrimp shells, the production 
of biodiesel from Palm Oil Mill 
Effluent, harvest drying technology, 
natural vinegar and many others. 
 
In addition, the Malaysian Global 
Innovation and Creative Centre 
(MaGIC) has been launched by 
the present Malaysian Prime 
Minister as a “one-stop shop” for 
entrepreneurs in getting financing 
from banks or venture capitalists 
and also to serve as incubators for 
developing start-ups. According 
to the Prime Minister, “Ideas 
and opportunities cannot travel 
through a vacuum - they must be 
born in an open, market-driven 
environment that welcomes them, 
nurtures them, (and) allows them 
to flourish and spread.” He has also 
noted that Governments should 
play an active role in supporting 
research, irrespective of whether 
it had an immediate commercial 
application or not, and not hesitate 
to work closely with industry 
to promote innovation. He also 
quoted Germany’s Fraunhofer 
Institute’s joint applied research 
ventures between business and 
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the state as a successful model for 
co-operation across the traditional 
sector divide (Chen & Sibon, 
2013).  
 
The spectrum of involvement 
in innovation has also included 
women in the setting up of Women 
Innovation Academy (myWIN) 
which targets engagement, research 
and training of entrepreneurship 
and leadership of women, thereby 
inspiring students, youth and 
women to make innovation as a 
culture. 
 
It can be concluded that the 
Malaysian public sector has shifted 
the way the sector is looked at, 
and its environment by involving 
other parties, (i.e. a mixture of 
innovation sourced from external 
and internal knowledge and 
processes) thus creating value. 
This has aptly satisfied the open 
innovation principles suggested 
by Chesbrough (2003) that are as 
follows: 

• If we create the most and the 
best ideas in the industry, we 
will win; 

• External R&D can create 
significant value: internal 
R&D is needed to claim some 
portion of that value; 

• We do not have to originate the 
research to profit from it; 

• Building a better business 
model is better than getting to 
the market first; 

• If we make the best use of 
internal and external ideas, we 
will win; and 

• We should profit from others’ 

use of our Intellectual Property 
(IP), and we should buy others’ 
IP whenever it advances our 
business model. 

 
ISSUES AND CHALLENGES  
 
Culture 
Transformation to an open 
innovation culture is a challenge 
for any organisation. Where 
traditionally, ideas and knowledge 
are firmly locked behind closed 
doors, open innovation encourages 
sharing and exploration of 
opportunities with external 
partners. Researchers, scientists 
and engineers (RSEs), the core 
delivery agents of R&D, now 
need to adopt much broader and 
new skill sets not only on their 
technical skills but also having 
business acumen in understanding 
growth opportunities and profits 
to their organisations as well as 
to their partners. They also need 
to have personal attributes that 
help in building relationships and 
stimulating trusting environments 
with external collaborators. 
 
Weak Measures on Performance 
of Open Innovation    
According to a survey report issued 
by Chesbrough and Brunswicker 
in 2013, there does not appear 
to be a silver bullet in which 
open innovation directly and 
immediately leads to substantially 
better business performance. 
Similar observation has also been 
made within the Malaysian public 
sector by Siddiquee in 2007 that 
more robust measures are called 
for to improve the governance 
as a continuous process that 

require more drives, learning 
and relearning in public service 
reforms.  
 
Realising Value from the 
Ecosystem 
A key issue that was commonly 
brought up in open innovation 
activities was the interactions 
between large organisations, and 
the networks of smaller businesses 
due to their differences in terms 
of relative sizes, perspectives 
and expertise of collaborating 
organisations. This was seen as a 
sheer challenge which jeopardised 
the ‘balance’ of realised value 
among partners. The big leading 
organisations were seen to be 
increasingly “orchestrating” 
diverse different partners in their 
ecosystem in new risk-sharing 
projects, ventures and activities. 
 
MOVING FORWARD  
 
Based on a relatively new 
experience of Malaysia on 
open innovation, the following 
areas need to be given serious 
consideration:
 
• a review on existing building 

blocks of open innovation in 
an organisation;  

• the traits of different market 
sectors in influencing the 
impact of open innovation; and 

• addressing common barriers 
and on-going challenges in 
migrating from a closed model 
of innovation to a more open 
approach. 
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Well laid-out sectors in Kumbh City

CONCLUSION 
 
Open innovation has provided 
plenty opportunities for the 
public to work together with the 
government, private sector and 
academicians, thus recognising 
all parties as actors in fostering 
and reforming the public sector 
so as not to work in silos. In this 
regard, public sector is no more 
seen as self-serving but as an 
institution that plays a major role 

in interfacing with other parties 
as an integrator. The knowledge 
and experiences of all stakeholders 
are systematically integrated into 
the innovation and value creation 
process; thereby enhancing public 
value creation and even the 
political decision-making process. 
 
Even though there is no one size 
of open innovation that fits all, 
the experience of undertaking 
the whole process can be shared 

by interested parties. At the core 
of developmental aspect, ideas 
and knowledge are important 
components in innovation with 
citizen-driven programmes 
particularly when expectations of 
the citizens are fulfilled.  
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INTRODUCTION

“I want to connect a focus on innovation with how we address the fiscal 
challenges that are facing all ministries in the government at large. I think that 
if we consider how we are going to tackle some of these difficult challenges 
associated with the deficit, one of our pathways for it is through innovation and a 
focus on productivity and efficiency.”

George Ross, (former) Ontario Deputy Minister of Research and Innovation

The continual shift towards ‘new 
government’ models, increasing 
public pressure for government 
accountability and tough 
economic realities are forcing 
public organizations to look for 
creative ways to “work smarter”, 
“achieve more with less” and “be 
client responsive”. A review of how 
public sector organizations have 
approached “being innovative” 
suggests three typical models (table 
1 next page). 

EMBEDDING INNOVATION IN WORKPLACE CULTURE: LEADERSHIP AND 
EMPLOYEE ENGAGEMENT IN THE ONTARIO PUBLIC SERVICE

Dr. Kalim 
U. Shah Has 
over ten years 
of experience 
in public policy 
design, analysis 
and evaluation 
in the public 

and private sectors. His current interests 
are primarily in the fields of corporate 
sustainability, environmental responsibility, 
innovation and governance. He has worked 
and conducted research in these fields 
in Latin America and the Caribbean, 
Canada and the United States. A former 
Fulbright Scholar and Organization of 
American States Fellow, Kalim is currently 
on the faculty of the School of Public and 
Environmental Affairs of Indiana University 
Northwest; is an affiliate faculty with 
the Graduate School of Business at the 
University of the West Indies in Trinidad & 
Tobago; and Principal of Valinor Research 
and Consulting LLC headquartered in 
Toronto, Canada.

(This article is derived from the author’s 
work with the Modernization Division 
of the Ministry of Government Services, 
Ontario Public Service)

The world around us is changing 
at an ever-increasing rate. From 
lifestyles to technologies across 
countries and industries, change 
is being driven by creative and 
innovative philosophies, policies, 
processes and products. In the 
private sector innovation has long 
been the foundation of competitive 
advantage and business survival. 
Traditionally the public sector has 
been largely shielded from market 
pressures and this, coupled with 
the bureaucratic nature of public 
sector organizations, has to some 
extent, led to under-appreciation 
of innovation in the public sector 
workplace. 

OPINION
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In Canada, the Ontario Public 
Service (OPS) has been at the 
forefront of moving the culture of 
innovation forward in government. 
Here, we describe some of the 
organizational successes and 
stumbles along this journey to date. 
Drawing from evidence collected 
through the OPS Employee 
Survey, innovation focus groups 
and projects, we identify how 
leadership practices and employee 
engagement impact our approach 
to building a culture of innovation 
in the workplace and how we 
intend to move the agenda of 
innovative government forward. 

ORGANIZATIONAL 
BACKGROUND 

The OPS is the largest provincial 
government in Canada serving 

over 13 million citizens and 
employing over 60,000 people 
through 30 ministries and 
numerous agencies and boards. 
Ontario’s total 2010-11 spending 
was approximately $113.3 billion. 
In the early 2000s Premier Dalton 
McGuinty challenged the OPS to 
build better quality services for 
the public and enhance operating 
efficiency. To do this, the OPS had 
to harness all of its creative energy 
and innovative capacity. The result 
was the birth of two landmark 
institutional changes, innovative in 
their own rights and representative 
of an approach then untried in the 
Canadian public sector landscape. 

First was the introduction of 
the OPS Innovation Fund. This 
fund launched nearly ten years 
ago provided financial support 

to implement proof of concept 
innovations that improved service 
delivery and increased government 
effectiveness and efficiency.  Over 
its course some 152 projects 
were funded to the tune of 
approximately 150 million. The 
program was significantly curtailed 
by 2010 due to fiscal constraints 
and other programmatic concerns. 
Second was the launch of the 
centralized Office of Ideas and 
Innovation charged with selecting 
pilot projects and implementing 
them across the enterprise. By 2011 
over 152 projects were converted 
into workable programs, with 
the Office recording an average 
88% implementation success rate 
annually over that time period. 
But despite this, it was difficult to 
measure success of many projects 
and many also had longer-term 

“The Chosen Few” Project Investment Innovation Outsourcing
Model Features Only senior leaders or 

specialized units /teams 
are given the “privilege” 
and roles of being 
innovators

Heavy resource and 
capital investment to solve 
narrow, focussed issues in 
short term project horizon 

External consultants 
introduce best practice 
models from other public/
private organizations

Deficiencies Leaves the innovative 
potential of employees 
untapped; devalues 
employees’ creative 
engagement

Introduces a piecemeal 
approach that disallows 
deepening and spread of 
innovation mindset in 
organizational fabric

Private sector practices 
can be difficult to adapt to 
meet public sector goals; 
experiential gains flow out 
with consultants and are 
lost to the organization

Transformation required Disentangle leadership 
power from privilage to 
innovate; make creativity a 
core value as important or 
moreso than protocols and 
norms

Introduction of innovation 
system down and across 
organization with long and 
medium term strategies 
and expectations

Build human capital 
and capacity to innovate 
within the organization 
through hiring, promotion 
and recognition

 
Table 1: Traditional Models of “being innovative” in public sector organizations
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payoffs difficult to reflect and 
justify in the fiscally constrained 
environment after 2008/09 (Shah 
and Prokopec, 2011). 

The OPS and the Ideas and 
Innovation Office took the 
opportunity to revisit its strategies 
and role in transforming the 
organization into an innovation 
driven one and seek avenues 
to revitalize its approach given 
the new realities of a fiscally 
constraining immediate future. 
One key question to be answered 
was why, with all the support, 
processes, structure, investment 
and planning put into the effort, 
it did not seem that an innovative 
culture seemed to take hold and 
grow. 

Through a year long series 
of introspective reviews and 
feedback gathering activities from 
employees, management and 
leadership, the public, internal and 
external stakeholders and advisory 
input from leading consultants, 
the OPS came to understand and 
appreciate the implications of its 
strategies which were founded 
on the drive to innovate rather 
than the crucial foundation of 
embedding an organizational 
culture that sufficiently supports 
innovation. 

While with good intentions and 
strong foresight the mechanics of 
the programs, resources, structures, 
processes administration were 
promoted, seeding and cultivating 
innovative projects, they struggled 
to sustain a broader culture of 
innovation across the organization. 

The Ideas and Innovation Office 
began to appreciate the importance 
of an embedded culture of 
innovativeness as opposed to a 
portfolio of innovations invested 
in across the organization. Now 
the job began, to switch gears to 
fostering this culture. For the OPS 
a culture of innovation referred 
to an organizational environment 
that is open to encouraging and 
rewarding of new behaviors 
and mindsets that support 
creative exploration and idea 
implementation. It is the fertile 
ground that allows innovations in 
the form of value enhancing new 
processes or services and products.

Although the OPS has a long 
standing history of innovation, 
it was at the turn of the century, 
that the OPS adopted a more 
systematic approach innovation as 
an organizational strategy. In 2002 
the OPS dedicated its Framework 
for Action to innovation, calling 
for all programs and services to 
make innovation a priority. In 
2003 the OPS Ideas and Innovation 
Office was established and through 
this dedicated focal point, the 
OPS Innovation Fund and OPS 
Ideas programs were borne. These 
corporate programs were intended 
to support a stronger culture of 
innovation through funding for 
‘proof of concept’ projects and 
through an outlet for employee 
originated ideas. Around this time 
as well, the OPS witnessed a sharp 
increase in the amount of senior 
leaders who were talking about 
and calling for a more innovative 
approach to work in the OPS.

While the OPS Ideas and 
Innovation program as initially 
conceived and designed in 2003 
was successful in its early years, 
in 2011 it shifted gears somewhat, 
and began focusing more on 
growing that culture that would be 
necessary to support innovation 
long term, as oppose to improving 
the rate of innovation projects or 
idea generation. 

EMPLOYEE PERCEPTIONS 
OF INNOVATION AND 
WORKPLACE CULTURE

Innovative workplace behavior is 
the outcome of three interacting 
systems - the individual, leadership, 
and the “climate for innovation” 
(Scott and Bruce, 1994). In this 
climate or “culture” of innovation, 
employee engagement and 
leadership are often posited as 
important influences on both 
culture change and innovation. 
In fact, data gathered through the 
OPS employee survey suggests 
a strong correlation1 between 
Employee Engagement and 
Independence and Innovation (r 
= 0.64) and between Leadership 
practices and Workplace Culture 
(r = 0.60) (Prychodko and Shah, 
2012a). 

The survey includes a bank of 
questions designed to measure 
employee perceptions of 
Independence and Innovation 
in the workplace. Employee 
independence provides a measure 
of psychological empowerment 

1 Pearson correlations (r) 
between 0.75 and 0.50
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which has been shown to positively 
relate to innovative behaviours 
(Spreitzer, 1995). When employees 
have a reasonable level of 

autonomy they know that their 
decisions impact their work and 
they are more likely to be creative. 
Enough flexibility in job design 

to allow reasonable risk taking 
has also been shown to determine 
entrepreneurial success (Baer and 
Frese, 2003). 

Figure 1 shows that less than half 
of all staff (48%) agreed/strongly 
agreed that they are “encouraged 
to take reasonable risks in doing 
their jobs”. But the mean score 
has increased since 2007. Also 
trending positively is “having 
opportunities to provide input 
into decisions that affect my 
work” with 61% of staff agreeing/
strongly agreeing and a statistically 
significant improvement in mean 
score since 2009. The OPS may 
be stagnating on “staff feel free to 
express opinions that diverge from 
those of management without 
fear of reprisal” and “having the 
independence needed to make 
decisions about daily work” 
even though about two-thirds of 
staff agree/strongly agree with 
the latter statement. Perhaps of 

most concern is the statistically 
significant decline in mean score 
for “innovation being valued in the 
work unit”. Only 52% of staff agree/
strongly agree with this statement. 

Analysis of the survey 
results allowed us to identify 

organizational themes most 
strongly associated with a culture 
of Independence and Innovation 
(figure 2 below). Taking action on 
these themes presents the most 
likely means of inculcating and 
growing a culture of independence 
and innovation in the OPS. 

INDEPENDENCE & INNOVATION 2011 2009 2007
I have the independence I need to make 
decisions about my daily work

3.77 3.78 3.62

I am encouraged to take responsible risks 
in doing my job

3.27 _ 3.12

Innovation is valued in my work unit 3.41 3.45 3.18

I feel free to express opinions that diverge from 
those of management without fear of reprisal

3.31 3.30 3.08

I have opportunities to provide input into 
decisions that affect my work

3.62 3.51 3.32

Figure 1: OPS Employee Survey results for Independence and Innovation
  
         indicates statistically significant direction of change 2011 - 2009 (95% confidence) 
Source: Ontario Public Service Employee Engagement Report 2011

5 8 20 40 27

10 15 28 35 15

12 14 23 31 19

6 11 22 38 23

9 14 25 32 20

Leadership Practices 
and Communication

Staff Morale and 
Recognition Direct Supervision

Learning 
Development and Career 

Advancement

Culture of 
Innovation in the 

workplace

Figure 2: Drivers of the culture of innovation in the OPS 
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Leadership Practices and 
Communication: 
Research suggests that 
transformational (as opposed to 
transactional) leaders who focus 
on increasing employees‘ belief in 
the importance of their roles, their 
abilities, trust in the leadership and 
involvement in decision-making 
are positively linked to innovative 
workplace behaviour (Yukl, 2009). 
Sarros et al (2008) find that two 
characteristics of transformational 
leadership - communicating 
vision and providing individual 
support – were most important to 
embedding innovative culture. This 
aligns with evidence from the OPS 
which shows strong relationships  
between organizational culture of 
innovation and staff confidence in 
leaders of the organization; leaders’ 
ability to provide clear direction; 
leaders’ showing genuine interest 
in their well-being; and good flow 
of essential information from 
leaders to staff. 

Direct Supervision: 
Research has long shown that the 
quality of the relationship between 
managers and employees is directly 
related to innovativeness (Evans 
and Waite, 2010). The manager-
employee relationship develops 
around the amount of decision 
latitude, influence, and autonomy 
the employee is allowed and over 
time, may evolve from formal, 
impersonal interactions to ones 
characterized by trust and respect. 
Here the employee is allowed 
greater autonomy and decision 
latitude, which is essential to 
innovative behavior (Scott & Bruce, 
1992). OPS survey results suggest 

that there are strong relationships 
between organizational culture of 
innovation and managers being 
perceived as effective; keeping staff 
informed; consulting with them; 
offering constructive feedback; and 
making timely decisions. Positive 
supervisor-staff relations support 
an innovative workplace. 

Workplace Morale and 
Recognition: 
Innovation as a system based, 
organization-wide orientation 
is significantly influenced by 
employee morale (Bourgault 
and Gusella, 2001). Sirota et 
al. (2005) found that there is 
a strong negative impact on 
workplace morale when leaders 
and employees have different 
understandings or acceptance 
of the organization’s stance on 
encouraging, punishing, rewarding 
or ignoring innovation and risk 
taking. OPS survey results suggest 
that there are strong relationships 
between organizational culture 
of innovation and having good 
morale in work units; when staff 
are treated respectfully; and when 
the organization does a good 
job of formally and informally 
recognizing the efforts of staff. 

Learning, Development and 
Career Advancement: 
Employees should be motivated 
and confident enough to 
continually try out new ideas. 
Therefore they must be equipped 
with the right types of knowledge, 
skills and abilities to both 
effectively generate and implement 
new ideas. By providing a wide 
variety of opportunities for 

learning, organizations expose 
staff to a greater variety of 
stimuli, developing their intrinsic 
motivation to learn and develop 
their knowledge and skills to 
work with new innovations. OPS 
survey results suggest that there 
are strong positive relationships 
between organizational culture 
of innovation and provision 
of good quality learning and 
development opportunities; 
support by the organization 
for work related learning and 
development’ opportunities for 
career advancement and employee 
satisfaction with career progress. 

EMBEDDING AND 
SUSTAINING AN 
INNOVATIVE CULTURE

 “Openness on the part of the 
organization to new ways of 
thinking and doing – guided by our 
values – that brings about service 
improvements across the OPS and 
benefits to the citizens of Ontario.”

OPS Definition of a culture of 
innovation

Across the broad public sector, 
despite the multitude of corporate 
strategic reports that describe 
innovation as ‘the way we do 
business,’ many leaders lack a clear 
understanding of how to embed 
innovative culture in their day-
today decisions and processes. 
Here in the Ontario Public Service 
(OPS) we have been continuously 
improving our understanding of 
what it takes to be an innovative 
organization, how to embed it, 
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sustain it and shape our workplace 
of tomorrow. 

Above all else we should not 
lose sight of our purpose of 
producing public sector value (i.e. 
cost savings, better and smarter 
service/dollar spent, reduced 
business risk, taking advantage of 
opportunities) through innovative 
means and not be distracted by 
innovation in and of itself. This 
requires leadership that is open 
and adventurous enough to create 
the right cultural environment 
while at the same time keeping the 
ship on a responsible, even keel. 
This is not an easy task but through 
our internal research in the OPS, 
including employee surveys, focus 
groups and open discourse, we 
have identified the roles most 
required of leaders for embedding 
a culture of innovation (figure 3). 

THE OPS APPROACH: 
ORGANIZATIONAL AND 
LEADERSHIP STRATEGIES 

To support knowledge sharing 
and mobilization around public 
sector innovation, an internal 
innovation centre of excellence will 

Instil the capacity of 
staff to be a part of the 

innovative culture

Build momentum 
for cultural shift 

towards an innovative 
workplace

Clarifying what 
managers expect 

from employees in an 
innovative workplace

Fostering commitment 
to a workplace culture 

of innovation

Figure 3: Leadership Roles in embedding a Culture of Innovation

be created from our own dedicated 
professionals in the OPS. The 
innovation centre of excellence will 
engage in synthesizing and sharing 
relevant research and information 
on innovation with the OPS 

community and will serve as the 
central hub of expertise on matters 
of modernization and innovation.  

Figure 4: OPS Working Model for embedding a Culture of Innovation

Leadership 
Practices

Engaged 
Employees

Drive to 
Innovate

Enhanced 
Public 

Service
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The creation of the Innovation 
Community of Practice has 
amplified efforts throughout the 
OPS. This is a group of volunteer 
practitioners from across the 
organization that hold the common 
goal of promoting innovative 
approaches to public service 
delivery and fostering a culture 
of innovation in the OPS. The 
community is an organic and self-
sufficient body that coordinates 
itself by rotating meeting chairs, 
and partners with corporate 
entities to deliver events and 

mobilize knowledge. Consisting of 
members from different ministries 
and disciplines, the community 
continues to grow and increase its 
influence. 

While, the OPS holds a wealth 
of information and data, an 
opportunity exists to improve 
access to this information in order 
to increase innovation capacity. A 
corporate communication strategy 
that includes the use of various 
channels of communication (i.e., 
OPSpedia, MyOPS, and Ontario 

Newsroom) will be developed 
to ensure innovation is being 
promoted across the province 
and to ensure that the innovation 
message is sustained throughout 
the year. Communication about 
new trends, research, learning 
events, performance metrics, 
successful innovation projects, 
lessons learned and other items 
will ensure the OPS is informed, 
engaged, and in a position to make 
better decisions. 

Below, based on our experience in the OPS, we identify ways in which leaders can make an impact on embedding a 
culture of innovation and how the CIWC is playing a key organizational role in this transformational process.

Leaders must foster commitment to a workplace culture of innovation
 

Recognize good ideas and encourage them

Make it easier for staff to choose innovative options in the work they do

“Walk the talk” and publicly declare your comittment to innovation - back up your 
commitments with resources

Support employee effort with tangible rewards such as promotions

Customize messaging to make innovation relate to specific groups - repeat your 
messages over and over again

Help staff to “stick it out” during idea implementation if they become frustrated or 
make mistakes
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Implementing baseline assessments 
to gauge where the organization 
is and develop metrics to measure 
progress against pre-defined 
innovation goals. Measuring 
success has been challenging for 
us in the OPS and our methods 
provided limited value for 
decision-makers. Going forward, 
performance measurement will 
focus on outcome measures 
adapted to the environment and 
stage of experimentation at which 

the OPS as an organization sees 
itself. Measures include: 

• The OPS Employee 
Engagement Survey 

• Employees’ narratives about 
their changing employee 
experience

• Inter-ministerial and even 
cross-jurisdictional activity 
and collaboration 

• Information sharing

• Frequency of key messages 
being used by leaders 

• Innovative initiatives and 
opportunities available to 
employees  

• Level of public outcome 
improvements  

• Employee attraction and 
retention rates

• Internal and external 
innovation recognition awards

 

Leaders must clarify what they expect from employees in an innovative workplace

Define for staff what you mean by “being innovative” in their workplace and what 
you expect of them in their duties

Set innovation goals individually and as a team - accompany goals with plans, 
practices and procedures designed to achieve them

Develop metrics to measure and monitor progress - include “hard” measures and 
“soft” measures that capture organizational values

Ensure that all staff understand that innovation is everyone’s personal and shared 
responsibility and reflect it in performance appraisals

Leaders must build momentum for cultural shift towards an innovative culture

Defend employees’ innovative initiatives and champion their causes up the 
hierarchy

Seek the opinions and best practices of other both external and internal to the 
organization

Be bold in taking pause to re-vision, re-focus and re-direct the organization if efforts 
stagnate or take a wrong turn
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Internally, an Annual Innovation 
Challenge is being designed to 
bring together a diverse group 
of innovators from across the 
organization to tackle a specific 
‘wicked’ issue affecting the OPS 
in a given year. By posing an 
annual innovation question that 
aims to achieve a specific result 
or outcome, it engages the entire 
OPS community to bring different 
perspectives to the table while 
connecting around a common, real 
and tangible problem

A great idea remains only a great 
idea if the right opportunity for 
implementation does not present 
itself. In order to connect great 

ideas with the right opportunities, 
we have developed a new ideation 
platform that enhances the user 
experience and supports improved 
interactivity levels among 
submitters during idea submission. 
The new ideation platform is a 
three-pronged approach. The 
first prong, the OPS ‘creative 
problem solving’ forum, is an 
outlet for employees to post any 
“innovation challenges” they may 
be experiencing on the job, as well 
as, an opportunity for the rest of 
the OPS community to engage 
in some creative thinking while 
passing-down their knowledge as 
they respond to posted challenges. 
Challenge submitters will then be 

responsible for picking the best 
“creative solution” and proceeding 
with implementation, thereby 
supporting change at a local level. 
The second prong, targeted ideas 
campaigns, will continue to be 
deployed throughout the year, 
and will continue to engage and 
harness the collective knowledge 
of the OPS around cross-cutting, 
global issues to support change at a 
global level. The third prong, local 
idea incubation hubs, will provide 
a safe space for specific units and 
divisions in the OPS to implement 
and manage their own creative 
thinking processes. 

Leaders must instil the capacity of staff to be a part of the new culture of innovation 

Proactively direct the development of employee learning about working and 
thinking innovatively

Define employee training plans that will enhance motivation, confidence  and 
creative thinking skills

Consider and encourage alternatives to formal learning experiences

Encourage employee development that focuses not only on skills but on attitudes 
and values

The OPS Innovation Zone includes 
the Innovation Toolkit - a collection 
of practical innovation resources 
and learning tools to support the 
implementation of innovative 
solutions to service challenges 
across the OPS. We are also 
developing an Innovation Learning 
Path to help build innovation 

capacity at the individual level, and 
to ultimately support the common 
goal of attaining an enterprise-
wide culture of innovation. 
The Innovation Learning Path 
will provide a streamlined 
and measurable approach for 
employees to acquire new skills, 
knowledge, and attitudes which 

they can subsequently deploy in 
their areas of work in the form of 
new innovative initiatives or new 
ways of doing things. 

World Creativity and Innovation 
Week is a time when the OPS 
community comes together to 
celebrate innovative work in the 
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OPS, to engage in learning on 
innovation, and to connect with 
senior leaders on the topic of 
innovation. The week is important 
to promoting a culture of 
innovation inside the OPS and to 
showcasing to Ontarians the steps 
that are being taken to transition to 
a more modern, nimble and agile 
organization that is always ready to 
meet the needs of its citizens. Every 
year the WICW will continue to 
deliver a series of unique, relevant 
and out-of-the-box corporate 
events that support the OPS 
innovation agenda and ultimately 
seek to increase innovation 
capacity across the OPS.

MAKING THE CULTURE OF 
INNOVATION A REALITY IN 
PUBLIC ORGANIZATIONS

“These are challenging times. But 
there are also many opportunities 
to embrace innovation and 
improve outcomes for the people 
of Ontario. So we must be ready 
to transform ourselves in order to 
succeed.”

Peter Wallace, Secretary of 
Cabinet, Memo to staff in response 
to the Commission on the Reform 
of Ontario’s Public Services Report, 
Feb. 2012.

The experience of the OPS 
highlights a critical lesson for 
public sector organizations 
embarking on their own quests 
for innovation. Many times, we 
are too eager to pump finances 
and resources into “innovation 
directives” with the expectation 

of immediate returns on those 
investments. While many “quick-
wins” and short term outputs 
can be accrued, innovation is 
not likely to be sustainable, and 
in reality, the true objective of 
re-orienting the organization 
as an engine of innovation for 
continuous, self-generating, 
long term improvements is not 
achieved (Prychodko and Shah, 
2012a). That lasting transformative 
change requires not just resources 
and support but a working 
environment and a workforce 
that has an intrinsic culturally 
embedded understanding and 
appreciation of innovation.

Gone is the philosophy that 
decisions about innovation had 
to be made by senior leaders and 
not many else; and that employees 
were to take direction from these 
chosen few and carry out the task 
of government. Move leaders 
away from the notion that sharing 
decision-making means a loss of 
power and prestige. Leaders need 
to understand their new role, not as 
the gate-keepers of innovation but 
as the facilitators and cheerleaders 
of innovation from all corners of 
the organization. In fact, leaders’ 
main task should be to see that 
creative ideas in the organization 
are successfully implemented. 

Employee driven innovation is 
much more than the traditional 
“ideas box approach” no matter 
how sophisticated that ideas 
box might be, as we’ve seen in 
the OPS. People at all levels of 
organizational hierarchies can lead 
change in the workplace. A high 

performing public organization 
has employees at all levels 
being encouraged, enabled and 
motivated to contribute to their full 
potential and actively lead change 
and workplace transformation. 
Providing staff with greater 
autonomy, opportunities for 
participation, recognition, feedback 
and information are prerequisites 
for gaining the motivation and 
commitment needed to drive 
innovative behaviours as well as 
attract and keep the best new talent 
to the public sector, especially 
since we can hardly hope to match 
private sector salaries in most 
cases. 

But creating an innovation 
culture is easier said than done. 
Strong leadership is necessary for 
establishing a cohesive, yet flexible, 
workplace culture that encourages 
idea experimentation and tolerates 
“smart failures.”  At the same time, 
clear and progressive leadership 
helps organizations develop, thrive 
and survive crises. It is important 
to remember formal and informal 
aspects of creating an innovative 
organization. It’s about the right 
systems in place but its also built 
on a foundation of the right 
public service values. Finally, our 
organizations first and foremost 
must meet its responsibilities in 
transparent and accountable ways, 
but that does not minimize the 
fact that taking some calculated 
risks to innovate can lead to greater 
rewards. 
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Q2

Q1: HOW CAN THE PUBLIC SECTOR 
ADOPT AND PROMOTE A CULTURE OF 
OPEN INNOVATION?
                                                                                             

Innovation refers to the introduction 
of something novel such as an idea, 
activity, initiative, structure, programme, 
or policy. In a public sector context it 
refers to the creation and implementation 
of new processes, policies, services and 
methods of delivery which result in 
significant improvements on the efficiency, 
effectiveness and quality of outcomes. 
By extension thus, open innovation is 
a paradigm shift and assumes that an 
organisation whether it is public or private 
can and should use both the external and 
internal ideas in order to achieve the set 
objectives. Today, the boundaries between 
an organisation and its environment have 
become more permeable and as such open 
innovations can easily transfer inward and 
outward. Perhaps the central idea behind 
open innovation is that, in a world of 
widely distributed knowledge, organisations 
(public sector inclusive) can no longer stand 
aloof. 

To start with, innovation rarely occurs in 
isolation because it is a highly interactive 
process of collaboration across a growing 
and diverse network of stakeholders, 
institutions and users. Hence, open 
innovation for that matter, is anchored on 
a variety of actors and taps into innovation 
resources across borders, overcomes 
organisation’s cultural restrictions and 
creates broad political support for public 
innovation. In order to promote open 
innovation, the public sector should play the 
catalytic role by providing funds with the 
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private sectors and developing key 
technologies. In addition, there is 
need to power innovation within 
the public sector itself in order to: 

• open radical productivity 
improvements and efficiency 
gains; and  

• foster the creation of more 
public value and a better 
response to societal challenges. 

This strategy can happen through 
a pervasive change of mindset, 
with more experimentation, 
controlled risk taking, and an agile 
and personalised response to new 
constituent challenges. This will 
help unleash the potential of an 
innovative public sector, which can 
be transformed into a much needed 
growth engine for the economy.

Furthermore,  the public sector 
can promote and adopt open 
innovation approaches through 
the identification, adoption, 
adaptation or re-engineering of 
ideas, technologies, processes 
or services from a wide range of 
sources within and outside of the 
government. This can be supported 
by emphasis on networks and 
communities of practice. In 
other words, government and 
community desire for more 
citizen-focused service delivery 
and for any meaningful open 
innovation to occur, the strategy 
should be geared towards social 
inclusion agenda by the public 
sector (Busarovs, A. 2013).  The 
challenges are no doubt enormous, 
but can be surmounted through 
collaboration and partnerships 
across agencies. These agencies are 

located either within the public 
sector immediate environment 
or outside of it. In the context of 
the possible dynamic between 
innovation and social inclusion, 
it should be stressed that public 
organisations must be mindful 
as to whom, across the spectrum 
of society is gaining most and, 
gaining least from public sector 
open innovation  (Pearce, J. M. 
(2012). For meaningful open 
innovation, the leaders should: 

• make the private sector as 
partner in progress; 

• adopt a culture of innovation 
and instil it into the 
administration of state 
government; 

• invest in new technologies;
• improve speed of services; and 
• expand cross-jurisdictional 

collaboration. 

The open innovation paradigm 
can be interpreted to go beyond 
just using external sources but can 
be understood as the systematic 
encouragement and exploration 
of a wide range of internal 
and external sources. Open 
innovation offers advantages and 
disadvantages and some of them 
are:

Advantages
• Reduction in cost of 

conducting research and 
development

• Potential for improvement in 
development productivity

• Potential for synergism 
between internal and external 
innovations

Disadvantages
• Possibility of revealing 

information not intended for 
sharing

• Potential for the hosting 
organization to lose their 
competitive advantage as a 
consequence of revealing 
intellectual property

• Increased complexity of 
controlling innovation and 
regulating how contributors 
affect a project

Q2: WHAT ARE THE MOST 
COMMON CHALLENGES 
FACED BY A PUBLIC SECTOR 
INSTITUTION WHEN 
IMPLEMENTING OPEN 
INNOVATION STRATEGIES, AND 
HOW CAN THESE BE OVERCOME?
                                                                                              
The global financial and economic 
crisis has accelerated the trend, 
spurring government into new, 
sometimes spectacular, attempts 
of reforming, restructuring and 
reorganising in the hope that these 
initiatives will bring about large-
scale productivity gains. These 
and a number of other major 
driving forces are shaping the 
need for public sector innovation. 
Perhaps this scenario has elicited 
this question: ‘what are the most 
common challenges that a public 
sector institution might face while 
implementing an open innovation 
strategy and how to overcome 
them?’.

Managers in the public sectors 
face herculean challenges as 
regards implementation of open 
innovation for that matter. The 



COMMONWEALTH ASSOCIATION FOR PUBLIC ADMINISTRATION AND MANAGEMENT 39

challenges range from risk taking 
to maintaining the status quo and 
facilitating innovative and creative 
ideas. That is, the public service 
tends to have more emphasis 
on risk mitigation rather than 
outcomes because the sector 
operates within pre-set confines 
of rigid procedures, guidelines 
and policies which are alien to 
modern management techniques.  
That is, risk taking, creativity 
and even open innovation are 
stifled and discouraged among 
public servants. Another element 
of crucial importance is the 
continuing era of expenditure 
restraint, combined with increasing 
demands from the public for more 
programmes and services. 

Open innovation in services is 
more difficult to define and identify 
but may be linked to institutional 
renewal, new forms of governance, 
changes in management 
techniques, the introduction of 
performance management or 
strategic planning and it occurs in a 
systemic context within and out of 
organisation. The internal drivers 
are manifested in an organisation’s 
strategy, climate, strategic 
leadership, entrepreneurship 
and organisational resources. 
The external drivers are political, 
economic, social, technological, 
ecological and legal factors. 
However, discussion shall be 
limited to some external drivers.

The organisation influences the 
external environment through 
innovations or added value for 
its stakeholders. Conversely, 

the organisation is influenced 
by the external environment - 
it creates new knowledge and 
information out of its analyses of 
the environment (Merx-Chermin 
and Nijhof 2005: 139). It should 
be noted however, that the forces 
in the external environment are 
so dynamic and interactive that 
the impact of any single element 
cannot be wholly dissociated from 
the impact of other elements. The 
leaders in the public sector should 
establish how those factors affect 
innovative activities positively. 

Technological Environment: 
Technological advances that have 
an impact on an organisation 
and its levels of automation, 
achievement and potential, provide 
a fertile ground for innovative 
activities that result in improved 
goods and services (Mulgan G, 
Albury D (2003). While technology 
and automation can reduce costs 
and open the door for innovations, 
they can also change the demand 
for services and products. For 
example, current demand for 
online services provided by 
government bodies to the general 
public has revolutionised the levels 
of products and services on offer. 

Legal Environment: In order to 
achieve an innovation-driven 
economy, the conversation 
should be an accelerated pace 
of competitive and sustainable 
industrial growth. The strategy 
should be geared towards industrial 
policy measure which will 
dismantle, reduce and minimise 
potential barriers, obstacles and 
restrictions. 

Collaboration and Linkages: 
Innovation rarely occurs in 
isolation; it is a highly interactive 
process of collaboration across 
a growing and diverse network 
of stakeholders, institutions and 
users. The strategy should be 
pivoted on collaborative innovation 
because it opens the innovation 
cycle to a variety of actors and 
taps into innovation resources 
across borders, overcomes cultural 
restrictions and creates broad 
political support open innovation 
in the public sector. 

Managing open innovation is 
no doubt a complex task, and to 
surmount the complexity leaders 
should: 

• Ensure the need
• Provide a plan
• Build internal support 

for change and overcome 
resistance 

• Ensure top-management 
support and commitment

• Build external support
• Provide resources 
• Institutionalize change
• Pursue comprehensive change 
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 “I have always maintained that the 
era of ‘government knows best’ is 
over. Your ideas, your concerns and 
your needs will be considered when 
drawing up an inclusive, balanced 
and fiscally responsible 2015 
budget. The contributions we have 
already received show Malaysians 
– young and old – working with the 
government to develop inclusive 
policies that benefit everyone.”
Najib Razak, Prime Minister of 
Malaysia, 2015.

“Our commitment to openness 
means more than simply informing 
the American people about how 
decisions are made. It means 
recognizing that government does 
not have all the answers, and that 
public officials need to draw on 
what citizens know. And that’s why, 
as of today, I’m directing members 
of my administration to find new 
ways of tapping the knowledge and 
experience of ordinary Americans 
-- scientists and civic leaders, 
educators and entrepreneurs 
-- because the way to solve the 
problems of our time, as one 
nation, is by involving the American 
people in shaping the policies that 
affect their lives.”
President Barack Obama, January 
21, 2009.

Crowdsourcing 
is a form of open 
innovation that fosters 
active citizen participation and 
public contributions in order to 
ensure that policies, strategies 
and projects respond effectively 
to the needs and expectations of 
the citizenry. This method was 
first used by the private sector to 
tap into the untapped wisdom 
and talents of people outside of 
the organisation (J. Howe, 2006). 
It goes beyond organisational 
boundaries to solicit ideas and find 
solutions to complex challenges by 
involving the public. It builds on 
the exponential development of 
information and communication 
technologies (ICTs) to reach more 
people, more effectively, and at less 
cost than traditional methods (M. 
Bott and al, 2014).

Governments can use 
crowdsourcing to respond 
to citizens’ calls for more 
transparency, accountability and 
openness. Such an initiative, if well 
used and implemented, may also 
help to re-build and strengthen 
trust and confidence between 
public administrations and citizens.

Jeff Howe (2006) defines 
crowdsourcing as “the act of a 
company or institution taking 
a function, once performed by 
employees, and outsourcing it to 
an undefined (and generally large) 
network of people in the form of an 
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open call”. Collaborative processes 
and innovative approaches 
are used to find solutions 
and methods for overcoming 
complicated challenges.  Ideas 
originate outside the organisation 
and may be incorporated into 
effective policies and better 
service delivery. Crowdsourcing 
represents a paradigm shift from 
the classic public management 
style where citizens are considered 
passive service users, to a new 
model where citizens are more 
empowered and active agents 
and stakeholders in the decision-
making process. In light of this 
new paradigm, crowdsourcing is 
utilized to effectively bridge the gap 
between governments and citizens 
by: 

• Opening and democratizing 
the processes of public policy 
making and public service 
delivery so that citizens can 
offer and contribute their 
insights and ideas to solve 
national and local issues that 
affect their daily lives.

• Providing a better 
understanding of citizens’ 
demands and expectations 
so that services and policies 
respond effectively to needs 
and relevant circumstances.

• Establishing priorities 
based on citizen insight and 
recommendations.

• Fostering social innovation 
by opening up possibilities 
for all members of society 
to contribute their ideas and 
solutions, regardless of their 
gender, age, race, religion, 

geographical location or any 
other background factor.

Crowdsourcing can be moderated 
and managed through a number of 
means such as software platforms 
that facilitate and guide the crowd 
during the process (i.e. submission, 
enhancement, review and selection 
of the best contribution, as well as 
implementation and evaluation). 
In many cases, other participants 
could review crowd submissions 
and answers by making suggestions 
throughout on ways to improve or 
clarify the original submissions. 
Consequently, the submitted 
ideas evolve over a process of 
enhancement and enrichment 
based on the knowledge, 
experiences, backgrounds and 
opinions of participants. In some 
cases the crowd is also asked to rate 
the ideas.

Even when the collaborative 
benefits of crowdsourcing are 
significant to the public sector, it is 
very important to target and attract 
the right participants effectively, 
select the right topics and questions 
and use the appropriate software or 
platform for engagement. 

Aitamurto, Leiponen, and Tee 
(2011) find that crowdsourcing can 
be problematic when the issue or 
question submitted to the crowd 
is not well defined; and when 
feedback, meant to enable the 
crowd to better adapt solutions to 
the needs of the organisation, is not 
clear.  Public institutions need to 
understand that crowdsourcing is a 
continuous process of engagement 
and requires ongoing stewardship, 
monitoring and interaction with 
the crowd. The academic literature 
stresses that for crowdsourcing 

Figure 1: Questions to consider while preparing a public crowdsourcing engagement

What issue should 
be submitted for 

feedback?

Which crowd 
should be 
targeted?

What platform will 
best enable the 

expression of 
feedback and 

ideas?
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engagements to be successful and 
productive, public institutions need 
to ensure that:

• The availability and quality of 
ICTs are such that they attract 
and retain crowd participants 
as well as credible ideas and 
insights. Governments must 
ensure that the needs and 
perspectives of those who do 
not have access to ICTs are 
also taken into consideration. 
Unequal access to ICTs 
may affect the credibility 
of submitted ideas as being 
indicative of the views and 
interests of only a small group 
with access, rather than 
representative of the overall 
population (A. Sharma, 2010).

• The crowdsourcing call is 
clear and well-defined to 
avoid confusion and wasting 
of resources. It must also be 
presented in an appealing and 
motivating way to keep the 
crowd continually engaged.

• There is an investment in 
infrastructure upgrades in 
order to adapt to the specific 
needs and requirements of the 
challenge.

• There are mechanisms in place 
that promote trust between 
the issuer and the crowd, 
and among participants. 
Governments and public 
institutions should be willing 
to share their official data in 
an open and transparent way 
and continually monitor and 
interact with the crowd (M. 
Bott et al, 2014). 

• Anonymous participation is 
possible so that people feel free 
to express and defend their 
ideas without fear of being 
attacked or bullied. 

• Crowdsourcing is not viewed 
as a replacement strategy for 
in-house labour with free or 
inexpensive work from the 
crowd (E. Seltzer et al, 2012). 
It is rather an opportunity to 
invite additional perspectives 
in the conversation and to 
involve citizens in shaping 
policies and services that 
directly affect them.

In this context, many governments 
have recently launched projects 
and initiatives to actively involve 

their citizens in efforts to resolve 
national and local challenges and 
suggest new ideas to improve 
public policy design and service 
delivery.  The following cases 
demonstrate and showcase how 
crowdsourcing platforms have 
helped to engage citizens in some 
countries.

1. India, MyGov
The government of India has 
recently launched a new online 
platform www.mygov.in to 
encourage citizens to share their 
ideas for solving public service 
delivery challenges and other 
public affairs issues with the central 
and state governments. 
 

Source: www.mygov.in website visited on January 22, 2015.

http://www.mygov.in
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Citizens of India contribute to 
discussion fora to share and 
develop innovative and creative 
solutions1. For instance, a task 
posted on the website regarding 
the cleaning of the Ganga River, 
invited citizens to submit ideas and 
suggestions on global best practices 
for cleaning big rivers, and to 
design a new plan for the cleaning 
and redevelopment of the city of 
Varanasi, which borders the river. 

In order to keep citizens 
continually engaged, the platform 
managers adopted a reward points 
system, where citizens earn credit 
points for posting their views and 
ideas. Selected participants are 
chosen periodically to present their 
ideas in person to Prime Minister 
Narendra Modi. 

The success of this initiative 
encouraged India’s Prime Minister 
to commit to expanding the 
programme’s purview: “We want 
to expand the nature and scope 
of MyGov in the days to come. 
We also seek your feedback, 
suggestions and ideas for MyGov”2.   

2. Singapore, REACH (reaching 
everyone for active citizenry@ 
home)
REACH was established in October 
2006 and, since 2009, has become 
Singapore’s main platform to 
engage and connect with citizens. 
This platform allows Singaporeans 
to express their views and provide 
feedback and input on a number of 
public policy issues. REACH has 
three main objectives3: 

• Gather and gauge ground 
sentiments,

• Reach out and engage citizens, 
and

• Promote active citizenry 
through citizen participation 
and involvement.

Some of the most recent online 
public consultation papers that 
were open for citizen commentary 
and input are:

• Public consultation on the 
2015 pre-budget document. 

• Public consultation on policy 
against harassment and 
bullying of the elderly in the 
workplace.

• Public discussion on climate 
change.

 Source: www.reach.gov.sg website visited on January 22, 2015.

REACH also serves as a national 
repository for public consultation 
papers from all government 
ministries and departments. 
Citizens can view these papers 
online and provide input and 
suggestions on the proposed 
policies. They can also suggest new 
ideas and initiatives, and call for 
the implementation of new policies 
and regulations.
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Source: https://petitions.whitehouse.gov/ website visited on January 22, 2015.

3. Malaysia, Budget 2015
In 2014, the Malaysian government 
launched a crowdsourcing 
discussion on the Prime Minister’s 
website www.najibrazak/
bajet2015/ soliciting ideas and 
suggestions from citizens regarding 
the 2015 national budget. Citizens 
were asked to vote on a range of 
public policy directions and areas, 
including education, healthcare, 
economic development, housing 
and urban living, environment and 
agriculture, among others. The 
platform was built to enable users 
to express their views by clicking a 
like button or a dislike button.

Some of the submissions in the 
area of public service reform 
call for: more open government 
and data, better e-government 
services, more interaction on 
social media platforms, adoption 
of a unified project management 
tool for government procurement 
and a call for all public sector 
organisations to print material 
only in black and white. These 
submissions reveal a real public 
desire for more transparency, 
openness and accountability from 
civil servants in the conduct of 
public affairs.  

4. Kenya, Huduma
In 2011, the Kenyan government 
in collaboration with Ushahidi9 
launched a crowdsourcing platform 
called “Huduma”. To encourage 
citizens to be more engaged in 
public affairs it asked for their 
input and feedback on public 
services delivery and management 
in six categories: education, 
governance, health, infrastructure, 
water and justice (M. Bott, 2012). 
Citizens submit reports and share 

Source: www.najibrazak/bajet2015/ website visited on January 22, 2015.

http://www.najibrazak/bajet2015/
http://www.najibrazak/bajet2015/
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their views and ideas with public 
administrations through the use of 
a Huduma social media account, 
an e-mail address or, very simply, 
by sending an SMS to a designated 
number. 

5. United States, We the People
We the People is a platform that 
was launched by the White House 
in 2011, following President 
Barack Obama’s issuance of a 
memorandum on Transparency 
and Open Government in 
December 2009.

The platform enables American 
citizens to submit petitions 
with new ideas and suggestions 
regarding public policies and 
public services delivery. The White 
House responds to all petitions 
that successfully gather more than 
25,000 signatures within 30 days, 
and organises conference calls with 
citizens who submitted the petition 
in order to discuss their ideas. 

CONCLUSION

In a globalized world, governments 
alone cannot have or provide 
solutions to all complex challenges 
and issues. They have no choice 
but to actively engage citizens and 
to seek out new and innovative 
ways to strategize, implement, and 
deliver policies and services. They 
can take advantage of ongoing 
developments in technology and 
the rise of a participatory citizen 
culture, especially among the 
younger generation, to regain 
citizen confidence and trust 
by favouring more openness, 
transparency and inclusiveness. 
However important it is to engage 
citizens through crowdsourcing 

platforms to provide ideas and 
insights, implementation of policy 
and delivery of services that are 
reflective of their ideas is key. 
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Notes:
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Sometimes Open Innovation in 
government means looking for 
answers and collaboration beyond 
the silos traditionally utilized within 
a single department. It means 
working with other ministries and 
external suppliers to achieve results. 
CAPAM provides readers a closer 
look at the TTBizLink initiative 
from the Government of the 
Republic of Trinidad and Tobago 

(GROTT). A 2014 International 
Innovations Awards finalist in 
the “Innovations in Government 
Services and Programmes” 
category, TTBizLink is a secure 
business portal that provides 
24/7 access to applications for 
various trade and business-related 
government services by linking 
multiple partners via a single 
electronic platform.

The Ministry of Trade, Industry, 
Investment and Communications 
(MTIIC) continues to receive local 
and international accolades for 
TTBizLink, its Single Electronic 
Window (SEW) portal originally 
deployed in 2012. Accomplishing 
such an achievement has been 
due largely to MTIIC being able 
to foster a steadfast collaboration 
between public and private sectors 
supported by sound project 
management principles, thorough 
business re-engineering, and 
proactive change management 
processes. These combined 
elements have focussed on building 
a culture in the public service that 
embraces the use of innovation 
in the delivery of services to the 
business community and the public 
at large.

The concept for the MTIIC’s SEW 
is founded on the experiences of 
economies that have successful 
active SEWs such as Singapore’s 
TradeNet. In fact, the MTIIC 
drew upon an existing wealth 
of experience, knowledge and 
technical capabilities by engaging 
the company responsible for 
TradeNet’s design, CrimsonLogic 
Pte. Ltd. Additionally, the MTIIC 
has, and continues, to use its 
country’s human capital in the 
implementation of its SEW along 
with existing facilitative machinery 
such as the authentication system 
of The National Information and 

IMPROVING BUSINESS SERVICES THROUGH TTBIZLINK IN 
TRINIDAD AND TOBAGO

Allison Bidaisee currently holds the post of 
Manager Stakeholder Adoption, Single Electronic 
Window (SEW) at the Ministry of Trade, Industry, 
Investment and Communications (MTIIC), 
Republic of Trinidad and Tobago. She was the 
MTIIC’s Team Lead for its participation at 
CAPAM’s Innovations Awards, 2014 and similarly, 
is the Team lead for TTBizLink’s participation in 
the Diamond Standard Certification Programme. 

Certification was received in January of this year.

Ms. Bidaisee holds a B.Sc. Industrial Management degree, with Honours – from 
the University of the West Indies (UWI), St. Augustine Campus, and received 
the Executive Masters in Business Administration (EMBA) degree, with 
Distinction, from The Arthur Lok Jack Graduate Schools of Business (formerly 
known as the Institute of Business), UWI. She also holds a Post Graduate 
Diploma in Public Administration from the UWI.

Ms. Bidaisee has worked in the private and public sectors as well as the non-
governmental sector. While working in the non-governmental sector with the 
Caribbean Conference of Churches (CCC), she was, for one two-year term, 
Secretary of the Regional Executive Committee (REC) of the World Association 
of Christian Communicators’ (WACC) Caribbean regional body – WACC 
Caribe. Ms. Bidaisee was also selected by the World Council of Churches (WCC) 
in Geneva as a Guest Editor for one issue of its publication, WCC NEWS.

INNOVATIVE PROJECT
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Communication Technology 
Company Limited (iGovTT), 
through its ttconnect Unit.

In 2015, TTBizLink enters Phase 3 
of its implementation which, when 
completed, will see TTBizLink 
providing forty six (46) trade and 
business e-services. This phase 
will also represent collaboration 
with twenty four (24) government 
agencies across ten (10) ministries 
together with the Trinidad and 
Tobago Chamber of Industry and 
Commerce (TTCIC). In just three 
(3) short years TTBizLink has 
recorded over 170,000 transactions 
and has over 6,100 registered users. 
It is expected that these statistics 
will continue to steadily increase.

BACKGROUND AND 
PROJECT DRIVERS

TTBizLink arose out of concerns 
for the country’s declining 
competitiveness as reflected in 

its 80th ranking in the World 
Bank’s 2009 Ease of Doing Business 
Survey, having dropped from the 
71st and 67th positions in 2008 and 
2007 respectively. This ranking 
was lower than many benchmark 
countries as well as many countries 
in the Americas and other Small 
Island Developing States (SIDS).

To address this, the MTIIC 
undertook a comprehensive 
feasibility study to evaluate 
what would eliminate the 
challenges being experienced. 
The World Bank’s International 
Finance Corporation (IFC) was 
instrumental in providing guidance 
and recommendations on strategies 
to improve Trinidad and Tobago’s 
ranking.

It was found that the traditional 
and long accepted way in which 
individuals transacted business 
with government (via manual/
paper processes) was characterized 

by gross inefficiencies. This was 
due to: 

• submission of multiple copies 
of the same information to 
multiple government agencies; 

• significant time lost in 
commuting and waiting in 
lines; 

• frustration in obtaining status 
updates; and 

• repetition of the process 
when amendments were 
required due to incomplete or 
inaccurate information.

For trade and business 
transactions, this situation was 
compounded by:

• the lack of coordination 
among and widespread locale 
of agencies involved in trade 
and business facilitation. 
This resulted in an exporter/
importer having to physically 
visit each agency to both 
obtain relevant application 
forms and submit them for 
processing.

• the ‘discretionary’ 
interpretation and 
implementation of laws, 
tariffs and regulations by 
government officials due to 
the lack of automation on a 
single monitored system. This 
resulted in uncertainty and 
facilitated an environment rife 
with corruption.

There was therefore the need for 
an holistic and unified platform for 
trade and business facilitation – a 

World Bank’s Director for the Caribbean Country Management 
Unit, Latin America and the Caribbean Region, Sophie 
Sirtaine commended the MTIIC’s Minister, Senator The 
Honourable Vasant Bharath for his Ministry’s tremendous 
work, which reflected positively on the country’s rating in 
the 2015 Doing Business report. She noted that, “Trinidad 
and Tobago ranks among the top ten improvers worldwide 
in this year’s Report (the only economy from Latin America 
and the Caribbean), moving from #91 in 2014 to #79 in 2015”. 

Sirtaine added that: “The reforms in which your country engaged 
span across the highest number of indicators in the Caribbean… 
And Trinidad’s efforts also made starting a business easier by 
introducing online systems for employer and tax registration.”
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Single Electronic Window – now 
branded as TTBizLink – which 
would reinvent the way in which 
business was transacted by, and 
with the GROTT.

ABOUT TTBIZLINK

Accessed online at www.ttbizlink.
gov.tt, TTBizLink is a secure, 
neutral and user-friendly IT 
platform that facilitates the delivery 
of various trade and business 
related services electronically from 
the ‘front-end’ (i.e. end-users/
applicants), to the ‘back-end’ (i.e. 
approvers).

TTBizLink can be accessed anytime 
from anywhere in the world. 
Persons no longer have to go into 
an agency to collect a form during 
stipulated working hours. Rather, 
they log onto the system and 
complete and submit e-applications 
as needed.

Through TTBizLink, the applicant 
completes one electronic 
form, which consolidates the 
information requirements of 
the relevant approving agencies. 
This avoids duplication and 
the need for multiple copies of 
the same documentation. The 
system contains validation points, 
information tool tips and detailed 
instructions manuals to assist 
with completing an application 
and improve its accuracy and 
thoroughness. Submitted 
applications are then automatically 
routed to the relevant approving 
agency for processing. Each agency 
that logs into the system can view, 
query and make a decision on the 

application.

The system also tracks each 
application as it moves through the 
processing chain so that managers 
can review the process, identify 
bottlenecks and take corrective 
action as necessary.

The application process has also 
been streamlined so that an 
applicant can begin an application, 
save it and return to complete 
and/or amend it at a later date. 
After submission, the applicant 
can log into the system and check 
the status of the application. 
Once a decision has been made, 
the applicant would immediately 
receive an electronic notification 
informing of the decision and 
providing instructions on how to 
proceed.

TTBizLink provides the customers 
and approving agency with a 
completely new and unaccustomed 
way to transact business that 
eliminates inefficiencies inherent in 
the manual/paper process.

The GROTT has invested heavily 
in the TTBizLink project. However, 
at every stage efforts are made to 
reduce cost by not reinventing 
the wheel and using existing 
resources and mechanisms in the 
government.

Costs were reduced by:

• engaging the staff of various 
collaborating agencies in 
the provision of operational 
and institutional expertise in 

Source: www.ttbizlink.gov.tt website visited on January 2, 2015.

http://www.ttbizlink.gov.tt
http://www.ttbizlink.gov.tt
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documenting process flows and 
assisting in its reengineering;

• establishing connectivity with 
the Government’s Data Centre 
at Fujitsu (Caribbean) to house 
the TTBizLink platform;

• engaging the iGovTT for the 
use of its authentication system 
– ttconnect; and

• effectively using the GROTT’s 
human capital as that of the 
MTIIC’s legal department 
and the Office of the Attorney 
General. Over 85 public 
officers worked on the 
implementation of the system 
through various project 
teams and participated in 
approximately 315 project 
meetings. The country’s cadre 
of returning national scholars 
was employed to the positions 
of TTBizLink Specialists.

ACHIEVEMENTS TO DATE

“Since the deployment of 
TTBizLink’s first e-service in early 
2012, citizens and firms have 
experienced several benefits.”  
After having used the e-Permits 
and Licences, Nadira Dass, 
Manager  – Customs 

Department, HADCO Ltd. noted 
that, “The processing time by 
the Ministry is within a matter of 
minutes and I can collect import 
permits within the same day. This, 
compared to 1-2 weeks before is 
amazing.”

As a direct result of the refined 
business registration processes 
via e-Company Registration this 

country also advanced in the Doing 
Business report. Customers such 
as Sophia Spence, Managing 
Director, Kainos Concepts 
Consulting Ltd. shared that, 
“TTBizLink has helped us quicken 
our delivery time of our services 
to our clients, approval notice 
within 24 hours of a name search 
and a maximum of 48 hours for 
incorporation of an LLC. Previously, 
notice of approval took a minimum 
of 3 to 5 days and 5 to 8 days 
respectively.”

The specific improvements in 
processing times for Phase I 
(i.e. 2012/2013) e-services are as 
follows:

• e-Certificate of Origin under 
the exporTT Ltd. and the 
Trinidad and Tobago Chamber 
of Industry and Commerce 
(TTCIC) - from 1 day to 5-30 
minutes

• e-Company Registration under 
the Ministry of Legal Affairs 
(Companies Registry) - from 7 
days to 3 days

• e-Fiscal Incentives under 
the MTIIC (Investment 
Directorate) - from 6 weeks to 
11 days

• e-Import Duty Concessions 
under the MTIIC (Investment 
Directorate) - from 6 weeks 
days to 11 days

• e-Import/Export Permits and 
Licences under the MTIIC 
(Trade Licence Unit), Ministry 
of Food Production (Animal 
Production and Health 
Division and Plant Quarantine 
Services) and Ministry of 

Health (Chemistry, Food 
and Drugs Division) - from 4 
weeks to 1-2 days

• e-Work Permit under the 
Ministry of National Security 
(Work Permit Secretariat) - 
from 6 weeks to 2.5 weeks

These achievements have resulted 
in other Ministries seeking 
collaboration with the MTIIC 
to streamline their processes 
and remove inefficiencies. For 
2014, TTBizLink saw the launch 
of e-Company/Partnership BIR 
and VAT Registration, e-National 
Insurance Registration and 
e-Goods Declaration under 
the Ministry of Finance and 
the Economy (Board of Inland 
Revenue, National Insurance Board 
and Customs and Excise Division, 
respectively). In that same year, 
TTBizLink also saw the launch 
of e-Vendor Registration under 
the Ministry of Finance and the 
Economy (Central Tenders Board 
Division) and e-Maritime Services, 
which is a collaborative venture 
with seven (7) agencies where the 
Ministry of Transport (Maritime 
Services Division) is the lead 
agency.

In 2015 TTBizLink is preparing 
for the launch of the e-Utilities 
Module. This will allow customers 
to electronically apply for water 
and sewerage connections from 
that country’s Water and Sewerage 
Authority (WASA) and electricity 
supply from the Trinidad and 
Tobago Electricity Commission 
(T&TEC). Additionally, work is 
being done on the expansion of the 
e-Permits and Licences Module 



50

INNOVATIVE PROJECT                 

COMMONWEALTH INNOVATIONS REVIEW     Volume 21 Number 1 March 2015

through collaborations with the 
Ministry of Health’s Pharmacy/
Drug Inspectorate (MHDI) 
and the Pesticides and Toxic 
Chemicals Inspectorate (PTCI), 
which will see a total of fourteen 
(14) new e-applications available 
on the platform. Additionally, 
enhancements to the Work 
Permit and Company Registration 
modules are underway.

TTBizLink is therefore scalable 
and its learning and benefits 
transferable to other Ministries. 

Along with these achievements 
and having been a finalist in the 
CAPAM Innovations Award, in 
January 2015, TTBizLink was 
one of eleven (11) Government 
agencies in Trinidad and Tobago 
to receive Diamond Standard 
Certification. The Diamond 
Standard Programme is a Citizen 
Service Certification Programme 
aligned to achieving excellence 
in service delivery and is an 
initiative of the Ministry of 
Public Administration. In 2013, 
TTBizLink was also a winner in 
the United Nations Public Service 
Award in the category “Promoting 
Whole-of-Government Approaches 
in the Information Age”.

STRATEGIES EMPLOYED

To achieve the above notable 
results and efficiencies, TTBizLink’s 
implementation involved a range 
of strategies to ensure the project’s 
success while mitigating potential 
risks.

A comprehensive 
feasibility study was 
undertaken by the MTIIC 
to examine the project 
needs and potential of 
a single window, review 
best practices and 
standards by international 
organizations as 
well as the then 
current enterprise-
wide ICT and public 
administration reforms 
being implemented 
by other Government 
departments. This 
ensured that the system 
would be customized to 
the country’s needs, and 
that potential obstacles 
identified and addressed. 
More importantly, 
it ensured that the 
project would not duplicate, but 
complement many of the reforms 
being undertaken by other 
government departments.

Strategic Leadership and Effective 
Project Governance mechanisms 
were established by ensuring that 
the Cabinet of the country had 
approved the Project, thus allowing 
all relevant stakeholders to use the 
system for their trade and business 
clearances. Additionally, an Inter-
Ministerial Steering Committee 
with various sub-committees 
comprising several senior ministers 
and public officers were established 
to steer the implementation of the 
project.

Commitment and cooperation 
of stakeholders was sought 
from the project’s inception 

and onwards. Stakeholders also 
formed part of the project teams 
and worked alongside the MTIIC 
during project development and 
implementation. This action 
ensured stakeholder understanding 
of all components, clarification 
of expectations, roles and 
responsibilities and project buy-in.

A main focus of the TTBizLink 
project was on business 
process reengineering in the 
relevant GORTT departments 
administering the various modules. 
This entailed a comprehensive 
review of existing workflows to 
identify and eliminate points of 
inefficiencies. A comprehensive 
Business Process Mapping and 
Reengineering (BPR) report 
was developed, shared and 
implemented by the various project 
teams.

Some of TTBizLink’s clients at a User Acceptance Testing 
session for the new e-services from the Pharmacy/Drug 
Inspectorate of the Ministry of Health.
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A detailed communications plan 
was developed and implemented 
over the phases of the project 
to ensure that stakeholders 
were informed about current 
developments and to provide 
feedback to the project teams on 
concerns that may have arisen. 
Staff also worked closely with the 
collaborating agencies and the 
business community to undertake 
sensitization and outreach sessions 
to build buy-in.

A specialized Project Management 
Office (PMO) was established 
within the MTIIC, staffed by 
competent and committed 
professionals. Each TTBizLink 
Specialist has responsibility for the 

operationalization of a particular 
module or set of e-services and 
is charged with strengthening 
working relationships with the 
module’s stakeholders to ensure 
smooth delivery of service, 
adherence to set targets, and 
monitoring and performance 
evaluation against agreed 
parameters. They each therefore act 
as change agents.

Performance Based Management 
was encouraged throughout the 
Unit. A comprehensive Knowledge 
Management Framework was also 
established to facilitate sharing of 
information, best practices and 
lessons learned. Clearly defined 
service standards were established 
with the relevant stakeholders 

and monthly reports 
generated and 
dissected to ascertain 
system efficiency 
(e.g. percentage 
of applications 
processed within set 
standards). Moreover, 
the PMO adopted a 
customer-focused 
approach to service 
delivery. To this end, 
there has been the 
establishment of a 
dedicated TTBizLink 
Help Desk mandated 
to ensure that no 
stakeholder is unduly 
inconvenienced 
when issues arise 
and that incident 
resolution turnaround 
times are kept to 
a minimum. This 

Desk is equipped with incident 
management software, which 
further facilitates knowledge 
sharing and efficiency in managing 
incidents. Additionally, formal 
arrangements have been in place 
with carefully selected agencies to 
provide training so that customers 
can build their competencies in 
using the e-services.

The methodology adopted in 
realizing TTBizLink represents 
a positive shift of paradigm in 
the approach to public service 
transformation. It focused on 
holistic institutional capacity 
strengthening that addressed:

• garnering stakeholder buy 
in and commitment by 
inclusivity and transparency of 
information transmitted;

• development of foundational 
legislative, regulatory and 
policy instruments;

• human resource challenges 
by providing avenues for 
acquiring the news skills and 
competencies needed by key 
stakeholders to build their 
productive capacity;

• intra-organizational 
inefficiencies by undertaking 
business process re-
engineering   and enhancing 
technical infrastructure; and

• inter-organizational issues 
via formal agreements and 
establishing robust consultative 
networks between and 
amongst organizations.

Charelle Joseph-Samaroo (standing), SEW Specialist at 
TTBizLink explains the e-application to clients at a User 
Acceptance Testing session for the new e-services from the 
Pharmacy/Drug Inspectorate of the Ministry of Health.



52

INNOVATIVE PROJECT                 

COMMONWEALTH INNOVATIONS REVIEW     Volume 21 Number 1 March 2015

LESSONS LEARNED

TTBizLink facilitates the provision 
of key government business 
services according to transparent 
service standards to which all 
citizens are entitled. For local, and 
particularly for foreign investors, 
this is a welcomed change as the 
Ease of Doing Business ranking 
is a key determinant to investor 
attractiveness. TTBizLink therefore 
complements the mission of the 
state agency invesTT, which is 
responsible for leading activities in 
targeting, attracting and securing 
local, regional and international 
direct investment to the country.

Additionally, the system’s design 
increases the level of transparency 
by its inherent security features 
as well as the inclusion of a 
self-audit facility that tracks 
any unauthorized or arbitrary/
discretionary application of 
accepted business rules and 
regulations. The key lessons 
gleaned thus far are as follows:

• Innovation in the public 
service is possible but requires 
careful planning and dedicated 
attention to all stakeholders 
throughout the process to gain 
their buy-in. 

• There is the need for solid 
commitment and clearly 
defined and agreed upon 
goals by key stakeholders, 
from project inception. Key 
stakeholders must assist in 
driving the implementation 
process rather than 
simply being led. Each 
must understand why it is 

needed, what quantitative 
and qualitative benefits will 
accrue and what is required to 
accomplish the end result.

• Trust and close collaboration 
amongst all stakeholders is 
needed.  For TTBizLink the 
vision and leadership provided 
by the National Strategic Plan 
and Inter-ministerial Steering 
Committee were instrumental 
factors for TTBizLink’s success 
and key in building trust.

• In effecting transformation 
within the Public Service 
it was also important that 
required policy and legislative 
frameworks were in place. 

For TTBizLink to legally 
operate, the enactment of 
the Electronics Transaction 
Act No. 6 of 2011 and the 
Data Protection Act No. 13 
of 2011 were required. This 
gave legality to electronic 
documents, electronic records, 
electronic signatures and 
electronic transactions, and 
provided for the protection 
of personal privacy and 
information, respectively. Such 
frameworks built confidence in 
the minds of users on the new 
way of transacting business, 
and gave credence to the 
system.

Members of the TTBizLink Unit with their department head,  Director Policy and Strategy Randall 
Karim (center). Front row, from right are: Manager Stakeholder Adoption Allison Bidaisee with 
SEW Specialists Shermatie Jagdeo and Charelle Joseph-Samaroo. Back row, from right are: SEW 
Specialist Stephen Rodriguez, Help Desk Officer Vernelle Harewood,  Associate Professional Amrish 
Persad, SEW Specialist Neshan Singh, Senior Help Desk Officer Rodney Ali, Help Desk Officer James 
Vailloo, Operations Manager Justin John and SEW Specialist Christian Marquez.  Missing were team 
members SEW Specialist Caleb Wales and  Administrative Professional Glemma Bartholomew. 
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• Careful and meticulous 
deliberation must be given 
to the selection of a lead 
consulting team with due 
regard to existing tendering 
processes and to ensuring that 
solutions developed outside 
of a country’s borders can be 
customized and implemented 
successfully within the local 
context. The selection of 
CrimsonLogic Pte. Ltd. was 
based on its successful history 
with providing end-to-end 
e-Government solutions 
in more than 20 countries, 
including Singapore, which 
consistently ranks high in 
the Ease of Doing Business 
report. CrimsonLogic Pte. 
Ltd. brought years of technical 
expertise and experience in 
building and implementing 
successful and sustained single 
window solutions.

• The implementation of any 
new system must be based 
on a thorough constructive 
and critical investigation of 
existing business processes to 
determine existing gaps and 
the exact resource (human, 
technical and infrastructural) 
needs of each agency relative 

to its mission. It must be 
a collaborative effort. The 
internal adoption of any 
new system or process 
requires that the leadership 
of collaborating partners also 
introduce appropriate change 
management methodologies.

• It is important to have 
recognized benchmarks against 
which performance standards 
can be determined and success 
monitored. TTBizLink follows 
the recommendations and 
guidelines developed by the 
international community 
such as UN/CEFACT – 
recommendation No. 33.

• Finally, the most valuable 
lesson brought to light is that 
small developing countries 
in the Caribbean have the 
capacity and capability to 
implement transformative 
projects of complex 
dimensions once there 
are clearly defined project 
management methodologies 
and collaboration between and 
amongst ministries and other 
stakeholders.
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The 2013 Clean and Green 
Hackathon by the NEA In Singapore 
is a spectacular example of the 
Open Innovation concept. A 2014 
International Innovations Awards 
finalist in the “Innovations in 
Citizen Engagement and Dialogue” 
category, the Hackathon provides a 
platform for different stakeholders 
to come together to collaborate 
and co-create environmental 
solutions with data provided by the 
NEA.

THE INNOVATION 

Through the years, NEA has 
always been exploring innovative 
programmes to arouse public 
interest in environmental issues 
and inculcate a greater sense of 
ownership for the environment. 
NEA has developed various 
programmes to engage specific 

CLEAN & GREEN HACKATHON

National Environment Agency (NEA) of Singapore 
 
The National Environment Agency (NEA) was formed on 1 July 2002 as the 
leading public organisation responsible for improving and sustaining a clean 
and green environment in Singapore. The NEA aims to inculcate a strong 
environmental ownership among citizens and encourage them to adopt 
an environmentally-friendly lifestyle regardless of societal and economic 
differences. With this mandate, NEA became the pioneering public agency 
that formalised the 3P (People, Private, Public) partnership engagement 
framework and a 3P Network Division (3PND) was set up to operationalise 
the framework and strategy. The Division develops and spearheads 
environmental initiatives and programmes through partnerships with the 3P 
sectors and constantly explores innovative ways to effectively engage citizens 
and solicit feedback.  

INNOVATIVE PROJECT

target audience. For instance, 
Operation MACE (Mosquito 
Annihilation & Control 
Enforcement) engages children 
aged 8 to 12 through interactive 
digital game play. By becoming 
the MACE agent and helping to 
destroy potential breeding spots, 
the children learn about dengue 
prevention tips and transfer this 
knowledge to their family and 
friends. The Eco Music Challenge 
was an online song-writing 
competition aimed at engaging 
talented and passionate individuals 
to express their appreciation 
and support for our beautiful 
environment through music.  

In April 2013, NEA utilised the 
proven concept of hackathon and 
organised the first-ever public 
agency-led hackathon in Singapore. 
The concept originated in the 

United States and has become a 
popular tool for the crowdsourcing 
of ideas in the educational, public 
and private sectors. In Singapore, 
a hackathon was still considered a 
new concept.   

The Clean & Green Hackathon, led 
by NEA, aims to collaboratively 
find solutions to environmental 
challenges faced in Singapore 
and co-create apps that will 
empower the public to play a 
role in safeguarding, nurturing 
and cherishing Singapore’s 
environment. The Hackathon also 
provided a platform for different 
stakeholders from a broad group 
of audiences – ranging from 
private companies to developers, 
environmental enthusiasts and the 
general public – to work together 
on solutions so that the plurality 
of interests could be addressed. 
Leveraging the strengths, interest 
and expertise of the different 
groups, innovative ideas and 
solutions are generated to empower 
citizens, improve our living 
environment and enhance our 
municipal services. The process 
employed during the hackathon 
brought participants through new 
perspectives of the environmental 
challenges, used data in new 
ways, and actively involved them 
in problem solving from a user-
centric approach. 

The inaugural Clean & Green 
Hackathon held in April 2013 
involved 250 participants 
who generated 21 prototypes 
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that provided solutions to 
environmental issues on public 
cleanliness, food hygiene, waste 
recycling and energy efficiency. In 
each team, there were three to five 
participants of varied background 
(developer, programmer, 
environmental advocates) to 
ideate and work on the prototype. 
The teams could also tap into the 
expertise and viewpoint of other 
team members to enhance their 
concept and prototypes. Although 
planned as an annual event, a 
second Hackathon was held in 
November 2013 in response to the 
strong interest and participation 
at the inaugural event. There were 
200 participants in the second run, 
and 15 new application prototypes 
were developed. The engagement 
with the community continued 
beyond the Hackathons. From 
the first event, NEA worked with 

selected teams to further develop 
and refine their basic application 
prototypes into fully functional 
mobile applications. NEA also 
sought collaboration with industry 
partners in providing mentorship 
to help the teams improve and 
incubate their mobile applications 
until they were ready to be put 
up at the Google Play platform.  
In addition to the mentorship 
support, NEA offered funding 
assistance through its Call for Ideas 
Fund to help the teams jump-start 
their projects. Three prototypes 
from the inaugural Clean & Green 
Hackathon, namely Parent Pool, 
Clear It and SimpleFlyer, were 
developed and exhibited at the 
Clean & Green Singapore1 (CGS) 
Carnival in November 2013, and 
have been made available for 
download on the Google Play 
platform. 

The overarching goal of the Clean 
& Green Hackathon was to seed 
the creation of a vibrant eco-
system of idea generators where 
the community feels open and 
motivated to be an active change 
agent and proactively contribute 
innovative ideas and solutions for 
the betterment of our environment. 
The Clean & Green Hackathon 
offers the 3P (People, Public & 
Private) sectors a vibrant and 
creative platform to cooperate, 
and be actively involved in the 
development of environmental 
solutions. It also allows the NEA 
to tap into the strengths of each 3P 
sector, where: 

• the community and civil 
society contribute creativity, 
feedback and participation; 

• the government facilitates the 
ideation process and supplies 

Participants of the inaugural Clean and Green Hackathon held in April 2013.
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the expert information, 
datasets and funding; and

• the corporate sector provides 
the technology tools, technical 
expertise and market 
experience. 

Such active involvement across 
the different segments of society 
in generating solutions will help to 
ensure that the municipal services 
provided by the government 
correspond with the needs and 
expectations of the community. 
This, in turn would lead to deeper 
understanding between citizens 
and the government. 

Other than enabling the 
community to work with different 
stakeholder groups on solutions 

to address environmental issues, 
the Clean & Green Hackathon also 
acts as a platform for the public 
to demonstrate their competency, 
technical know-how and creativity. 
It serves as a channel for the 
community to surface their ideas 
and suggestions to the government. 
Through this process of getting the 
community actively involved in 
generating solutions, we are able to 
forge better mutual understanding 
and bring the engagement between 
citizens and the government to a 
much deeper level. The Clean & 
Green Hackathon has been well 
received by the participants. The 
post event survey conducted on 
the recently concluded Hackathon 
showed that the “Event Satisfaction 
and Impact Index” was 81%.  
95% of respondents stated that they 

would attend the event again in the 
future, and 97% would recommend 
the event to their friends, 
colleagues and family members. 
 
EFFECTIVENESS 

Three mobile applications were 
developed as a result of the first 
Clean & Green Hackathon and 
have been made available for 
download at Google Play platform. 
To promote creativity beyond the 
Hackathon events, the ownership 
of the developed mobile apps lay 
with the developers, with NEA 
having limited control over further 
development. Attached are details 
of the mobile applications that were 
developed in the first Hackathon 
and have been made available to 
the public: 

Minister for the Environment and Water Resources, Dr Vivian Balakrishnan, addressing the participants on the last day of the Hackathon, 
in April 2013
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Clear It!  

This game app aims to bring across 
the message that everyone has a 
part to play in keeping Singapore 
clean. Players can participate in 
three different scenarios, based 
on the topics of anti-littering, 
toilet hygiene and tray return 
at food centres. Clear It! is a 
simple drag and drop game, that 
challenges players to clean up as 
much mess as possible within the 
time limit. They can then earn 
points, gain levels and unlock new 
achievements as they progress. The 
game aims to encourage players 
to take action and keep our living 
environment clean, through a fun 
and interactive manner. 

In addition, the game may 
be downloaded and used as 
educational materials to encourage 
a clean and litter-free environment 
to members of the public from 
other countries. This app is 
available for download at  https://
play.google.com/store/apps/
details?id=com.teamcats.nea.
clearit

Parent Pool  
 
This app enables parents in 
the same neighbourhood, with 
children attending the same 
schools, to form a community 
and make carpool arrangements. 
The Parent Pool app also provides 
useful information such as NEA 
weather data, and sends alerts 
to remind parents of carpooling 
arrangements. Overall, it aims to 
streamline car usage and reduce 
fuel consumption, which can lead 
to decreased air pollution and 
fewer resources used. 

Parent Pool could be expanded 
globally to include schools in 
other countries. It could also 
be further enhanced to provide 
car pool service for shopping, 
commuting to work etc.  This 
app is available for download at  
https://play.google.com/store/
apps/details?id=me.parentpool.
ParentPool

SimpleFlyer 
   
Commercial establishments use 
large amounts of paper to print 
flyers for business publicity 
purposes (especially during trade 
shows). These flyers could also 
lead to a littering problem, if not 
binned properly. The SimpleFlyer 
app taps into the capabilities 
of smart phones and near-field 
communication (NFC) technology. 
It helps to reduce paper flyers, 
conserve resources and reduce 
waste.  It was developed by a 
group of polytechnic students and 
the app is currently being used 
within the institution. However, 
it has the potential to be used for 
large trade shows and commercial 
exhibitions, which traditionally 
use massive amounts of hard copy 
flyers. This app is available for 
download at https://play.google.
com/store/apps/details?id=app.
simpleflyer

 

https://play.google.com/store/apps/details?id=com.teamcats.nea.clearit
https://play.google.com/store/apps/details?id=com.teamcats.nea.clearit
https://play.google.com/store/apps/details?id=com.teamcats.nea.clearit
https://play.google.com/store/apps/details?id=com.teamcats.nea.clearit
https://play.google.com/store/apps/details?id=me.parentpool.ParentPool
https://play.google.com/store/apps/details?id=me.parentpool.ParentPool
https://play.google.com/store/apps/details?id=me.parentpool.ParentPool
https://play.google.com/store/apps/details?id=app.simpleflyer
https://play.google.com/store/apps/details?id=app.simpleflyer
https://play.google.com/store/apps/details?id=app.simpleflyer
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These mobile applications were 
showcased at the 2013 CGS 
Carnival where teams presented 
their project to the event Guest-
of-Honour, Prime Minister of 
Singapore, Mr Lee Hsien Loong. 
The NEA will continue to profile 
the apps and their developers when 
opportunities arise in the future 
so as to encourage more members 
of the community to work with 
the organisation. Currently, NEA 
is working with two other teams 
from the second Clean & Green 
Hackathon to explore the feasibility 
of developing their prototypes into 
fully working apps. Empowering 
the community to develop 
solutions that tackle environmental 
challenges will deliver enduring 
results as we are able to obtain 
better policy buy-in and reinforce 
environmental ownership. 
 
The Clean & Green Hackathon 
also provided opportunity for 
NEA to reach out to more than 20 
new partners in the Information 
Technology industry and 
commercial entities. Through 
identifying the right partners and 
tapping into partners’ strengths 
and networks, we were able to put 
together best of class technology 
tools, mentors and industry 
experience for the participants. 
Some of our key partners and their 
contribution are listed as follows:   
 
Samsung  
• Tapped into its developer 

group for participation 
• Provided mentorship and 

smart devices for participants 
to try out and test prototype 

• Supported a “Samsung Prize” 

to provide mentorship to 
further develop winning apps 

• Listed the winning apps in 
Samsung’s App Store 

 
Starhub 
• Tapped into its online 

community to market the 
Hackathon 

• Supported a “Samsung Prize” 
to provide mentorship to 
further develop winning apps 

 
Amazon Web Services  
• Hosted Data Sandbox  
• Provided training to 

participants 
 
Google Developers  
• Updated latest Google 

technology and developer tools 
• Provided speaker and 

mentorship 

• Tapped into its network 
of 1,500 developers for 
participation 

 
SAP 
• Provided the use of their 

business analytics  
• Provided training and 

mentorship  
 
LONG-TERM SIGNIFICANCE 

Historically, NEA data shared with 
the public have been aggregated, 
for example, a monthly average 
reading as opposed to a daily 
average one. Organising the Clean 
& Green Hackathon has opened 
the doors for NEA to release more 
granular datasets to the public. In 
the process, public officers have 
also become more open-minded 
and better prepared to sharing 
granular data with the public. 
This action communicated the 

Participants working on their projects



COMMONWEALTH ASSOCIATION FOR PUBLIC ADMINISTRATION AND MANAGEMENT 59

government’s sincerity in wanting 
to work with the community to 
resolve issues, and that it was not 
just paying lip service to open 
data and open collaboration. As 
Mr Niko Tan, a participant at the 
second Clean & Green Hackathon, 
in his interview with Challenge 
Magazine (May/Jun 2014) 
summed up: “The government is 
not as distant as before. After the 
Hackathon, we managed to reach 
many public officers and developed 
our idea further. I now see the 
government more as a partner 
that offers citizens the opportunity 
to make a difference and create 
something for the community 
through hackathons”. The level 
of transparency and openness 
demonstrated through the sharing 
of granular datasets and the close 
partnership between public officers 
and the community have helped 
to build mutual trust and warmed 
the relationship between the public 
and government.  

In addition to the opportunity to 
work with the People and Private 
sectors, hackathons also offer 
a platform for different public 
agencies to work together offering 
data that could be mashed up and 
used by participants to derive 
innovative ways to improve public 
service and foster closer public 
engagement. The Clean & Green 
Hackathon concept could also 
be replicated in another public 
agency by customising the problem 
statements or challenges to fit 
their theme. For example, the 
Health Promotion Board (HPB), 
Infocomm Development Authority 
(IDA) and the Energy Market 
Authority (EMA) of Singapore 
had organised the Health Up 
Hackathon, Data in the City 
Hackathon and the E3 Hackathon 
respectively, following the success 
of the Clean & Green Hackathon. 
NEA leveraged these hackathons 
by offering a Clean and Green 
Prize to encourage solutions on 

environmental challenges.  The 
open innovation model of citizen 
engagement remains unchanged 
– where the community comes 
together to prototype and 
brainstorm ideas that generate 
innovative solutions using datasets 
provided by the organisers and 
partners.  
 
4) Transferable Lessons Learned 

Through the Clean & Green 
Hackathon, we were able to spur 
innovation and form closer ties 
with the community. We also 
recognised that having good 
speakers and established industry 
partners were integral to the 
success of the Clean & Green 
Hackathon. The presence of 
good speakers helped to inspire 
and guide the developers in 
their prototyping, while having 
established industry partners 
meant that participating developers 
stand a chance to work with these 
reputable industry players. In 
addition, we also forged working 
partnerships with other public 
agencies at their hackathons 
to continuously engage the 
app developer community and 
businesses. This was achieved 
through collaborating closely 
with other public agencies such 
as providing datasets to their 
hackathon, sharing our success 
story, and offering a Clean & 
Green Challenge and Prize at 
their hackathon to encourage 
the creation of environmental 
mobile applications. Through 
such associations, we were able to 
amplify our engagement efforts 
and be constantly in touch with the 

Participants engaged actively in discussions
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community even if the hackathon 
was organised by other public 
agencies. 
 
The Clean & Green Hackathon 
paved the way for a more 
stakeholder-centric way of 
engaging the community. The 
public were given a stake in the 
solution, and their opinions were 
heard. Through the diverse profile 
of the participants (50% were 
students and youth, and 50% 
was professionals), the Clean & 
Green Hackathon allowed diverse 
viewpoints and ideas to surface to 
the government. Citizens also felt 
inspired and empowered to take 
ownership of both the problems 
and possible solutions, as well 
as play an increasingly active 
role in generating solutions with 
the government facilitating the 
process. This will lead to a flourish 
of innovative ideas, a deeper 
understanding between citizens 
and the government, and stronger 
community ownership of the 
environment. 

NOTES

1The Clean and Green Singapore 
(CGS) is a national iconic 
campaign and key environmental 
platform that aims to inspire 
Singaporeans to care for and 
protect our living environment 
by adopting an environmentally 
friendly lifestyle in the following 
areas: 

• Clean Environment - 
Providing the basic foundation 
for a clean and green lifestyle 
which reinforces public health 
and pollution issues. 

• City of Gardens & Water 
- Providing a visual and 
emotional connection between 
people and the environment. 

• Energy Efficiency and 
Resource Conservation - 
Emphasising the importance of 
environmental sustainability. 

The annual Clean and Green 
Hackathon is one of the key events 
under the CGS calendar.  
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Participants at the technical clinics

Finalist presenting the prototype
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Kathryn May, Ottawa Citizen
Published on: February 11, 2015

The federal government has 
opened its long-awaited “hub” of 
thinkers and policy wonks whose 
brainstorming could reshape the 
way policy is made and services are 
delivered in Canada.

The new Central Innovation 
Hub, which was promised in June 
2013’s Blueprint 2020 roadmap to 
modernize Canada’s public service, 
officially opened Wednesday in 
a small office at 90 Sparks Street 
— a stone’s throw from its Privy 
Council Office mothership.

Top bureaucrat and Privy Council 
Clerk Janice Charette tweeted 
that the hub was an “important 
milestone on the path to Blueprint 
2020.”

The hub is a key piece of the 
Blueprint 2020 strategy to 
encourage innovation among 
Canada’s risk-averse bureaucrats.

The team will offer advice and 
expertise, and the ability to test 
the latest tools and ideas to help 
departments deal with thorny 
policy and service delivery issues.

The public service is in the midst 
of a major transition and Blueprint 
2020 is the plan steering it into the 
digital age. Public servants are still 
managing major budget cuts, face 
an onslaught of new technologies 
and data and an unprecedented 
generational turnover of staff. 
At the same time, they face the 
demands of politicians for faster 
policy advice and Canadians for 
better services.

PCO officials wouldn’t say what 
kind of projects the hub is tackling, 
but said it will support departments 
in trying new approaches, “such as 
behavioural or nudge economics, 
big data and social innovation.” 
It will also be working with 
departments that have their own 
innovation centres, such as the 
“change lab” at Employment and 
Social Development Canada.

The Canada Revenue Agency 
calls its new innovation hub the 
“Accelerated Business Solutions 
Lab,” which is using data analytics 
and behavioural economics 
to improve tax compliance of 
Canadians.

Canada is among the governments 
around the world that are turning 
to similar centres for new thinking 
and better ways to make policy, 
said Sunil Johal, policy director at 
the University of Toronto’s Mowat 
Centre.

He said some countries have set up 
such units centrally, while others 
have created them in departments 

GOVERNMENT’S NEW INNOVATION ‘HUB’ OPEN TO NEW THINKING
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or outside government in not-for-
profit organizations.

They typically bring together a 
diverse group of experts — from 
psychologists and anthropologists 
to sociologists and product 
designers — to solve the “trickier 
problems” users of government 
programs face.

Denmark was among the first with 
a “mind lab” created to redesign its 
tax service.

The movement, however, was 
popularized in Britain with the 
David Cameron government’s 
highly successful “nudge unit” 

assembled at the Cabinet Office, 
which used behavioural economics 
to improve policy outcomes by 
“nudging” citizens into changing 
their behaviour.

The field of behavioural economics 
was popularized by the 2008 book 
Nudge: Improving Decisions about 
Health, Wealth and Happiness, by 
Richard Thaler and Cass Sunstein.

Britain’s nudge unit sent text 
messages to remind people to pay 
court fines and reduced the costlier 
step of calling in the bailiff. It also 
found that people paid on time 
when their bills mentioned that 
their neighbours had already paid.

Johal said these centres test ideas 
rapidly to see what works and 
what doesn’t. It quickly discards 
those that don’t and tests the 
promising ones in trials that can 
be “scaled” and expanded to other 
departments. He said it’s aimed at 
getting around the fear of risk-
taking or failure that has become 
rooted in the culture of the public 
service.

“The classic departmental model of 
hundreds of bureaucrats working 
on a policy and approaching 
stakeholders is not nimble and 
reactive but having small-scale labs 
allows you to bring in outsiders 
informally and test out in ways 
that couldn’t be done in the classic 
departmental structure.”

Material reprinted with the express 
permission of: Ottawa Citizen, a 
division of Postmedia Network Inc.
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ANNOUNCEMENTS
CAPAM welcomes two new team members

Leona Wall, 
Office Administrator
Leona has substantial and 
diversified experience working 
in the non-profit sector. She 
has held positions of executive 
assistant, and finance and 
administration manager.

Duane Herperger, 
Communications 
CAPAM has entered into an 
agreement with Duane Herperger, 
President of ideaConnect 
Marketing Communications, to 
provide communications services 
for our organisation. Duane’s 

addition to the team marks a continuation of the work 
he has done with CAPAM at our recent Biennial, and 
in revamping our website and the Commonwealth 
Innovations Review.

Commonwealth Cybersecurity Forum 2015

The Commonwealth Cybersecurity Forum 2015 will be held on 22- 24 April 2015 at the BT centre in London. 
This event, held since 2010, in order to raise awareness in Cybersecurity, build capacity and facilitate partnerships, 
is attended by around 150 high level officials including ICT policy makers, ICT regulators, ICT implementing 
agencies, law enforcement authorities and security advisors. The Commonwealth Cybersecurity Forum 2014 
attracted over 150 high level decision makers from 27 countries. More information about the event is available at 
http://www.cto.int/events/upcoming-events/commonwealth-cybersecurity-forum-2015/
 
Key topics of the Commonwealth Cybersecurity Forum 2015 include:

• Digital economy
• Cyber insurance
• Protecting Intellectual Property in the Cyberspace
• Critical Information Infrastructure Protection

• Public Key Infrastructure
• Social media and security
• Big data, Cloud and Security

 
As the single window to the Cybersecurity sector of the 54-member Commonwealth, the Commonwealth 
Cybersecurity Forum is a platform to gain new knowledge and expand your net work. For further information 
please contact either Lasantha De Alwis at l.dealwis@cto.int or Robert Hayman at r.hayman@cto.int

Commonwealth Day Messages

In celebration of Commonwealth Day on 9 March 2015, CAPAM shares important messages with our readers:

Her Majesty The Queen, Head of the 
Commonwealth (http://thecommonwealth.
org/media/news/commonwealth-day-
2015-message-her-majesty-queen-head-
commonwealth)

Kamalesh Sharma, Secretary-General of the 
Commonwealth (http://thecommonwealth.
org/media/news/commonwealth-day-
2015-message-kamalesh-sharma-secretary-
general-commonwealth)

http://www.cto.int/events/upcoming-events/commonwealth-cybersecurity-forum-2015/
mailto:l.dealwis%40cto.int?subject=
mailto:r.hayman%40cto.int?subject=
http://thecommonwealth.org/media/news/commonwealth-day-2015-message-her-majesty-queen-head-commonwealth
http://thecommonwealth.org/media/news/commonwealth-day-2015-message-her-majesty-queen-head-commonwealth
http://thecommonwealth.org/media/news/commonwealth-day-2015-message-her-majesty-queen-head-commonwealth
http://thecommonwealth.org/media/news/commonwealth-day-2015-message-her-majesty-queen-head-commonwealth
http://thecommonwealth.org/media/news/commonwealth-day-2015-message-kamalesh-sharma-secretary-general-commonwealth
http://thecommonwealth.org/media/news/commonwealth-day-2015-message-kamalesh-sharma-secretary-general-commonwealth
http://thecommonwealth.org/media/news/commonwealth-day-2015-message-kamalesh-sharma-secretary-general-commonwealth
http://thecommonwealth.org/media/news/commonwealth-day-2015-message-kamalesh-sharma-secretary-general-commonwealth
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CAPAM invites contributions from professional educators, senior public servants and consultants from around 
the Commonwealth for the organisation’s quarterly publication Commonwealth Innovations Review (CIR). 

COMMONWEALTH INNOVATIONS REVIEW – CALL FOR ARTICLES

For 2015, the remaining editions will be centred on the following themes:

June 2015 Issue: Dare to Fail – a mindset shift in the public 

service
The public sector is increasingly called upon to innovate and 

create new approaches to policy-making and service delivery.  

Experimentation, open data, engagement of citizens and 

public servants at all levels, and learning from mistakes are 

pillars of innovation.  These activities have their downside 

though – they involve taking chances, and risk sometimes 

means failure.  In the business world, if you stop taking risks, 

you get left behind. How then do public institutions cope 

with allowing risk in order to advance?  Many cultures are 

averse to speaking of failure, and human beings naturally 

avoid making mistakes and feel vulnerable to failure.  In 

government, wasted resources can trigger severe political, 

media and public criticism. 

 
The June issue of the Commonwealth Innovations Review 

(CIR) will examine the need for a mindset change within 

the public sector that allows risk, learning from mistakes 

and promoting innovation.  Articles will seek to explore 

what leaders need to do to encourage innovation and how 

behaviours must change to minimize the consequences 

of failure and build confidence in the ability of the public 

service to handle it. It is increasingly important to look 

at failure and risk differently - it is not only a learning 

opportunity but counters inaction and is a fundamental 

step on the road to success. 

September 2015 issue: Going for Impact - the challenges of effective implementation A coordinated government effort is crucial for ensuring the efficacy of public policies.  Coherent action is often dependent on the division of responsibilities and jurisdictions in public administration. No matter how good policies are, those charged with implementing them need a clear mandate, the tools and skills as well as the budgets to carry through and achieve outcomes and outputs.  Accountability cannot run its course and citizens cannot be served otherwise.

There are consequences to allowing the 
implementation stage to lapse.  These may include delays in much-needed reform, 
demoralisation of public servants or 
disappointment among citizens.  However, more dire effects may equally result.  It is not hard to imagine the human cost of failing to implement anti-violence policy, for example.
The September issue of the CIR will shed light on research and best practices for overcoming the implementation gap, and share lessons from successfully (or not so successfully) implemented policies and services. 

December 2015 issue: Human Resource Management for better public service delivery
In a globalized world where governments are facing ever more complex challenges and are pressed to 
respond effectively to public need, human resources management is a crucial and fundamental factor 
for the success of government strategies. Public organisations have been shown to improve their chances 
of achieving their goals and objectives when employees are continually trained, motivated, trusted and 
fully engaged to innovate freely and perform.

The December issue of the CIR will look at the complex issues of human resources management in the 
public sector from the perspectives of both employees and managers.   It will highlight the juxtaposition 
of the inherent challenges and the unique political and legal context of public sector management.



COMMONWEALTH ASSOCIATION FOR PUBLIC ADMINISTRATION AND MANAGEMENT 67

CAPAM seeks cross-
Commonwealth participation 
and invites authors from different 
backgrounds, cultures, and educational 
beliefs to contribute. Academic rigor and 
writing quality is required and cannot be 
compromised.  

For more information, or to submit an article, please 
refer to the detailed guidelines at www.capam.org, 
or contact:

Gay Hamilton, CEO
ghamilton@capam.org

CAPAM considers the following types of articles 
for publication in the CIR: 

Academic article or paper (5,000-8,000 words) 
These articles typically involve primary research 
and may include: original research papers; concept 
papers; article reviews; and literature reviews if they 
contain significantly new information and generate 
significantly new knowledge. 

Feature (3,000 to 6,000 words) 
These articles typically involve secondary research 
and could include: concept papers; descriptive 
research; article reviews; and literature reviews. 

Opinion articles (2,000 and 4,000 words) 
These articles should be written in first-person narrative 
style. The author’s personal views and conclusions should be based on the author’s subject 
matter expertise and experience on the topic. 
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MEMBERSHIP AT CAPAM
CAPAM represents an international network of members including senior public servants, leading academics and 
researchers to define and promote the practical requirements of good governance. The association is guided by 
international leaders who believe in the value of networking and knowledge exchange across borders and through 
diverse local and national experiences.
 
CAPAM’s members are located in over 50 different countries representing every region of the world. 
 
For more information about becoming a CAPAM member, please contact capam@capam.org.

INFORMATION ON THE COMMONWEALTH INNOVATION REVIEW
The Commonwealth Innovations Review (CIR) focuses on CAPAM’s two main objectives: (1) knowledge 
exchange, and (2) networking.  The publication, which is available to all members and subscribers, provides a 
space where expertise and research in the field of public administration and management may be shared with 
our membership.  It is a forum for different voices and diverse public service priorities.  The CIR also serves as a 
platform to report on CAPAM events, and to announce upcoming learning programmes and conferences as well 
as calls for presentations and articles.

ABOUT CAPAM 
Promoting the practical requirements of good governance, just and honest government across Commonwealth countries and 
beyond, CAPAM provides a forum for the active exchange of innovations, knowledge and practice in citizen-centred service 
delivery, leadership development and growth, and public service management and renewal. We serve our members as a centre of 
excellence in good governance and endeavour to build a more responsive and dynamic public service. 
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