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#responsive

Six case studies, six success factors

Case studies Success factors

1. SmartStart 1. Leadership

2. OnDuty 2. Collaboration

3. Victim of crime 3. Design thinking

4. Lab+ Government as a platform 4. Lean

5. 2Shakes 5. Incubation

6. AIM (Accounting Income 6. Funding
Method)
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Case study model

Consequences Actions
[benefits to the customer] [customer uses service to
get benefits]
I
--------------------------- Feedback

[team use of new approach

[new service]
to create service]

L

pmmmmm e eemeeeaeceeeaeaas Feedback

; . h 4
[innovation process to
[new approch] develop new approach]
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SmartStart

Consequences Actions )
https://smartstart.services.qgovt.nz/
Parents use SmartStart to D |A
P?;f;:;;ﬁgi“;g’;%’ggw register the birth of a child Cl Toufexi
services with less effort. ar;ﬁ;c:;: ::r?;lit: e:nd are lourexis . .
- | Result 10/Service Innovation
--------------------------- ¥ Feedback
: 4 1. Leadership
;ﬂigebt:ﬁ:r:gris?obrﬁgga Team created release 1 of 2 CO”abO ration
related to pregnancy and thie service within s . . .
BAbY I bai months. 3. Design thinking
A | 4. Lean
"""""""""""""" Feedback .
¥ 5. Incubation
Multi-agency govt and NGO n agile coach was engaged 6 FLI I'Id I ng

group. Co-design with

customers & prototyping. to support the project team.
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OnDuty

Consequences

Actions

Police have more time for Police use app to access
talking to people and and report incident info in
influencing behaviours. real time.

.................

Police & NZTA DBs.

.................

LlPhone app connected to

Design thinking, co-design,
keep people involved
throughout the project, agile
development.

..........

A |

.......... f Feedback

Service design team (Tate
Communications,
Vodafone, NZ Police) &
Smudge Apps developed
initial app concept.

2 l
Feedback
A 4

gile coaching from Smudge
plus input from the service
designers.

NZ Police
Angela Clothier
Mobility Innovation Lab

1. Leadership

2. Collaboration

3. Design thinking
4. Lean

5. Incubation

6. Funding
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Victim of crime

Consequences Actions
» . , | NZ Police (nominal lead)
Victims of burglary have up Victims of crime use service
to date information about to get updates about their SUS an C am pbe”
their case, and closure. case.
. | Result 10/Service innovation
e : Feedback .
: : v 1. Leadership
Working prototype Customer insights drove 2. Collaboration
integrated email & SMS opportunity identification . . .
communications service. and prioritisation. 3 Des |g n th in k| ng
A | 4. Lean
"""""""""""""" Feedback .
y 7 5. Incubation
CreativeHQ provided :
Customer Lab and Design Customer Lab and Design 6 Fu nd I ng
sprint. Sprint guidance and
coaching.
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Lab+ Government as a Platform

Consequences Actions
https://goo.al/p9ISRD
People can deal with People use service to easily D IA, ReSU |t 1 O
; 3 get govt information and .
goverer;frg:etnatr:v\éltgt:::: Hme entitlements and meet Pia Wau g h, Da rryI Ca rpen ter
' obligations. . .
= | Service Innovation Lab+
B TR T Ty J Feedback
| — . - ¥ 1. Leadership
ntegrated services wit : .
customer consent and the Apply;nn% r;':]c:g:ant‘r;tt;?lhnlcal 2 . COI |a bO ratio N
efﬁc;encntes ofc:ebusgble management concepts to . . .
EREpanen=anlushess solving user needs. 3. Des ign thinki ng
rules.
& I 4. Lean
"""""""""""""" Feedback .
I?'rogrammaticl:ally available : ; 5' I ncu batlon
. Multi-agency, private- .
data, content, transaction public innovation lab with 6 . F un d N g

systems, business rules and
common government
components.

service design and
technical skills.



https://creativecommons.org/licenses/by/4.0/
https://creativecommons.org/licenses/by/4.0/
https://goo.gl/p9I5RD
https://goo.gl/p9I5RD

#responsive

AIM (Accounting Income Method)

Consequences Actions
. : https://goo.ql/81j6f2
Peace of mind. No use of Pay provisional tax as you |n|and Reven ue
money interest. Lower tax go using accounting
agent fees. software. Penny Cooper
: | IR Business Transformation
i e e Feeci}ack
3 1. Leadership
Provisional tax payments IR worked with accounting .
integrated with cloud and software industries to 2 COI Iaboratlon
accounting software. co-design new legislation. 3 Des Ig n th | n kl ng
x |
--------------------------- ' FeedvbaCk 4' Lean
: 5. Incubation
Co-design of policy; lean Independent person .
approach including all translating between the 6 F u nd I ng
voices. worlds of business and IR.
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2Shakes

Consequences Actions
2 ; http://2shakes.co.nz/
Clients use 2Shakes to
Professionals can start create a new client M B | E
delivering value to new agreement, and )
clients much more quickly. automatically submit govt Mi ke Ke”y
authority requests.
X i Result 9 Accelerator
o i ! Feetfack
Cloud service with a 1. Leadershi P
customer-centred view, that eam co-designed with their 2 CO| | a bO rati on
integrates with govt customers and govt ]
agencies behind the agencies. 3 Design thlnklng
scenes. '
A | 4. Lean
G mEERm R —— Feedback
5
6

Incubation
Funding

’ . Y .
Co-design. Lean processes .
to test assumptions and The Result 9 Accelerator.
reduce risk.
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Innovation hotbeds

Lab+

Service Innovation Lab

Police Mobility Innovation Lab
Result 9 Accelerator
Hackathons: Datarama (Stats),
R9A RevUp, GovHack, ...
Startup Weekend

ANZSOG

Innovators’ Network

Service Designers’ Network
Meetups!
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Bizdojo Collider programme

Private sector: Creative HQ,

Assurity, Boost, DNA,

ThinkPlace...

Workchops

VUW Design Thinking

UK Govt Digital Service (GDS)

|ldeo

GOVIS

Auckland Co-design Lab,

Wynyard Innovation Precinct

IR’s Collaboration Zone (C-Zone)
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