
The goal of public sector innovation is to use new approaches, from policy design to service delivery, 
for a high performing, more responsive public sector.  In a tight fiscal context, governments are being 
challenged to develop and deliver better public services.

Innovation can reduce costs, improve public sector productivity and help to sustain trust in government. 
 

Sharing innovative approacheS in the public Sector

Public sector innovation creates more effective, open and inclusive public services by relying on new 
approaches across the entire policy cycle, working with new partners, technologies and organisational 
approaches to better design, implement and evaluate public services. These innovative practices are 
widespread and far reaching, but they need to be analysed and disseminated to a wider audience. 

The OECD’s Observatory of Public Sector Innovation will operate as a shared platform to collect and 
analyse examples of innovation to identify results, and how they are achieved. 

The Observatory will:

DESIGNING WITH USERS - France is working directly with service users to ensure that 
their pubic services reflect users’ needs and experiences. Representative groups of citizens 
and businesses are invited to systematically work with government through online 
engagement, in focus groups, surveys, and collaborative workshops. The goal is to identify 
how the administration can be simplified for service users, resulting in concrete changes 
which have been implemented as part of an administrative simplification programme.

RESPONDING TO USER BEHAVIOURS - The United Kingdom has taken a new approach to 
policy making by applying behavioural insights across various areas of government. By 
understanding better how people respond to different contexts and incentives, a more 
nuanced understanding of human behaviour has been developed that can help to design 
more effective interventions. Documented savings so far will be around £300m by 2015, 
and current trials will take savings into the billions of pounds. The focus so far has been 
on reducing fraud and error, and improving outcomes in health, energy use, and social 
mobility.

CONSOLIDATING OPERATIONS - The Dutch Government has reduced its costs for human 
resources by 50%, saving €50m each year through its shared service centre for the whole 
of government. The shared service centre provides a range of human resource services 
centrally such as payroll , administrative services and management information, resulting 
in  high quality information management, harmonised processes, more transparent, more 
efficient  and higher quality HR  services.

Tampere Patient Hotel, Sweden

•  Map public sector innovation to compare country experiences
•  Assess the impact of innovations

•  Promote innovative practices 

Your opinion countS

innovation in practice: From deSign to deliverY

 delivering better outcomeS through innovation
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Since its inception in autumn 2011 as part of the OECD Public Governance Committee’s activities, the Observatory 
has already collected over 100 examples of innovations that introduce novel approaches to service design and 
delivery, resulting in a more strategic state with demonstrated improvements for service users. 

The Observatory seeks not only to study innovation but to also be innovative itself. Countries will be able to access 
a database of innovative practices and analysis through an online interactive platform. A prototype was developed 
in 2012, based on a consultation with target users in public administrations.

The Observatory is finalising a report on Innovative Service Delivery under Fiscal Constraint, which analyses how 
countries are using innovative service delivery to support their public services, taking into account the critical 
success factors and identifying how to reduce barriers to implementation. 

Over 2013-2014 , the Observatory will:  

• Collect more innovations, from more countries, more sectors, more activities
• Measure the benefits of innovation, what works and what does not
• Evaluate how innovation can be promoted

• Launch a fully operational online platform to provide access to all of these features

toolS For promoting innovation: 
The Examples of Policy Labs

Policy Labs are an innovation in how the public sector works - in how 
public services are designed and how the public sector is organised to 
promote innovation. These Labs break with the tradition of developing 
public services for end users; instead Policy Labs provide a creative, 
experimental environment to develop policy solutions with end users. 
People with diverse backgrounds and skills are brought together to 
share ideas in a collaborative way to develop new solutions.  

A number of OECD countries are using Policy Labs already. In Finland 
the Helsinki Design Lab hosts ‘studios’ that bring together leading 
strategic designers and content experts to seek solutions to the 
problems facing the Finnish government. Mindlab in Denmark works 
across ministries, involving citizens and companies to develop new 
solutions for society. Whilst in Australia, the Centerlink Concept Lab 
tests new products and ideas in a live environment with end users.  

Sources: MaRS Solutions Lab, Australian Government and Public Sector Innovation

If your country is interested in being part of the Task Force, or if you have expertise that you think could benefit the 
Observatory’s work, please contact:
• Marco Daglio,  Project Leader,  marco.daglio@oecd.org 
• Hannah Kitchen, Policy Analyst, hannah.kitchen@oecd.org

current and Future activitieS

The Observatory is currently led by a Task Force of 19 countries, currently chaired by Canada and France,  who 
provide direction and leadership to the project.  
An Associate Group drawn from academia, the private sector and not-for-profit organisations, provides additional 
expertise and input, reaching out to civil society to benefit from a broader pool of talent. 

 intereSted in getting involved?


