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New paradigm of
design, implementation
and public management



Paradigm of public
innovation

Use of Focus on
evidence implementation

User

centered Systemic strategy Co-Creation



We need a goverment

Friendly Agile Innovative



Un Laboratorio de Gobierno as
“Head of Design”
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Laboratorio de Gobierno is a goverment agency from Chile, dependent
on the ministry general secretariat of the presidency, which
accelerates the transformation of public services for people. The
laboratory promotes a new approach to design, implementation and
management from the perspective of public innovation

Its mission is to co-create solutions to priority and cross-cutting
public problems, and install capacities to innovate in public
institutions. Trough three services, agile consulting, the networks of
public innovators and the public innovation index, it seeks to improve
public services and their relationship with citizens, from a systemic
perspective wi focgg on users.
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:In which we innovate?

Types of public innovation

Strategy 1.Strategic 2.Articulation and
definitions networks

5.Model of

Services iti
4.Value proposition attention

6.Communications /.Engagement

Operation 8.Processes 10.Data

11.0rganizational
design

Organization 12.Roles and capacities




Our service model
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The value of public
innovation

KPI to improve

ESSENTIALS Institution's

o Efficiency of public productivity

spending

e rust in the
government and
rightness of public
policies.

e Coordination

Quality of
public
services




A new methodology for project

Agile, flexible and incremental

FASE 0 FASE 1
Exploracion Investigacion del
institucional problema

Profundizar en el
problema y su contexto.

Problema relevante para
los usuarios y estratégico
para la institucion.
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ENTENDER ENTRE
LAS PARTES, EL PROBLEMA
PROBLEMA Y INICIAL

DEFINIR EL ALCANCE

ITERACION

2 - 3 semanas 1T mes

FASE 2
Disenar propuesta
de solucion

Desarrollar y validar
individualmente los
componentes de una solucion.
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TIPAR y TESTERY

management:

FASE 3
Desarrollar piloto

Recoger evidencia del beneficio
de la solucién integrando todos
sus componentes en el
contexto real.

COMPONENTES

DE SOLUCION

VALIDADOS
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1T mes

SOLUCION
COMPROBADA

FASE 4
Implementacion
de la solucién

Incorporar la solucién en la
operacion.

IMPLEMENTACION
Y ESCALAMIENTO

Dependera del alcance



How is this

sustainable? Head of the service

High dedication of teams

Priority problems

Implementation commitment

Impact measurement




Some examples of design and
iImplementation of services
focused on their users
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We Co . c re q te d q : » Estdndares de servicio
new care user | | ) Eretocolos de atencién
centered model "

Nivel 1

Web/

Asistente
virtual

Atencion a

» Resolutivity
» Multiple
channels g
y Effective L
communications
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Procesos de . . .
apoyo Formacion y capacitacion

Andlisis de la voz de los usuarios <: o

Evaluacion de la experiencia

» Desempeno de indicadores /\
» Evaluacion de satisfacion

Nivel 2
Nivel 3

FONASA Expertos
Resuelve de areas de
negocios

Registro de atenciones
Sistema CRM
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= Fonasa

HOY NACI
Y YA
SOY FONASA

v imas Cacil para til

lm born and |
am “"Fonasa”

El Seguro Publico de Salud
le da la bienvenida
al nuevo integrante de la familia



DESCRIPTION

Automatically enroll

newborns into Fonasa when
they are registered in the Civil
Registry.

ADDED VALUE OBSERVED AT THE LAB

Eliminates the registration
process for newborns to
Fonasa by users.

Antonio

Age: 40 | Job: Teacher
Tech behavior: uses digital channels
', Goal: Enroll his son in public health care system (fonasa)

e Antonio attended a branch to affiliate his newborn son
with Fonasa.

e At the branch, he realized there was an hour and a
half wait and there were no seats available.

e Antonio is attended by an executive who informs him
that he must bring a certain document.

e Antonio must come back the next day.

Antonio feels frustrated and angry because he missed
work and did not solve anything.

CURRENT SITUATION

Antonio was a father a few days ago, so he
attends the civil registry to register his son.
At the end of the process, the executive
informs him that his child has been
automatically enrolled in Fonasa

Antonio is very happy with the automatic
process that prevents him from attending a
branch.




Generation of
public value

Value for the
Government

Government's
proactivity to serve
people’s life

Job done

Value for
FONASA

User centered

lime savings

Value for the
cltizens

Access to public health
without bureaucracy

Healthcare



Impact to date
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\?' Families benefited
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In the first year



New Channel
WhatsApp

Mujer




:How did we co-create this service innovation?

Ministerio de SERNAMEG
la Mujer y la Ministerio de la

. Mujer y la Equidad
Equdad de de Género

Genero

Gobierno de Chile Gobierno de Chile

e Experts in gender

e Experts in preventing
violence against women

« Management experience in
the topic

Laboratorio
de Gobierno

e Experience Iin service
design, models and
processes

e Experts in research and
behavioral sciences

e Tech experts

FACEBOOK

botmaker

e Tech experts

e Experts on the platform



Informative bot

Data of the different existing procedures (eg emergencies,
complaints) and existing support programs are provided.

SOS: emergency response and safety instructions

Criticality is evaluated and prioritized, and then the requirement is
diverted to another channel.

Preventive guidance by the executive

Guidance and containment are provided to deliver the necessary
data to prevent risk situations.

WhatsApp

Bypass for containment

A referral is made to a staff of external psychologists in those cases
that correspond and authorization from the user is obtained.
However, containment is only done over the phone.
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Atencion automatica
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general

» Agendamiento
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Macro flow
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We adjusted a standard
care platform, to achieve
service as we designed

botmaker > Ministerio de la Mujer Chile
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Nuevo canal
WhatsApp |
Mujer ;

Dado el aumento mundial y en Chile de la
violencia contra las mujeres que ha

N

Atencion automatica

Entrega informacion
general

» Agendamiento
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We must measure
everything we do and
generate a culture of

evaluation in our
government




Laboratorio
de Gobierno

We developed the first
Public Innovation Index
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s the service of capacities
measurement for the public

---------------------------- 4 services to innovate and transform
L ACELERANDO LA for their users. Seeks that the State
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== expectations.
‘indice de
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By contrasting the
perceptions with
the data, we see
that the services
scored modestly,
but with some
encouraging
examples.
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COVID-19 only

accelerates these
changes




iInnovadores
B biicos
de Gobierno

www.innovadorespublicos.cl
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Red = Actividades Comunidades iQuiero Innovar! ~ Roman ¥
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Maria Jose Vega
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Our impact

Members
+1.500 Institutions

servants



O
e
O
-
O
O
Q
-
O
N
-
Q
>
LL]

O
s
O
>
O
-
=
3
O
-
ol




A friendly, agile, and
iInnovative
government

Learnings from Laboratorio de Gobierno de Chile

Laboratorio Roman Yosif @romanyosif
de Gobierno Executive Director ~ @labgobcl



