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Politics

Key Roles (campaigning/NGO)

Administration Policy & Regulation




Key Roles

Personas

Teaching
focus

Key questions

Sample Cases

Politics
(campaigning/NGO)

Persona:
Politician
Political Staffer
Public Advocate

Elections, media and democratic
institutions

+ co-creating between the public,
politicians and officials

impact of social media & data on
governance, social movements and
society

+ #blacklivesmatters
+ Arab Spring
* Obama/Trump Campaign

Administration

Persona:
Deputy Cabinet Secretary
Chief Operations Officer
Director of Services

Operations and the machinery of
government

+ accountability, operations &
efficiency

* new models for collaboration within
& across government

* new models of service delivery

+ agile program development

+ GDS & USDS
» healthcare.gov disaster
« OPM Hack

Policy & Regulation

Persona:
Policy Director
Head of Regulatory Affairs
Lobbyist

Policy and regulatory regimes

* New policy options (bitcoin,
transparency)

* regulating digital industries and
platforms

* nature of privacy and security

+ Uber & AirBnB
* WhatsApp in Brazil
* FBIl vs Apple


http://healthcare.gov

i o | opmsoe
. . Platforms Machine Learning Open Source Social Media
(illustrative) Code Law



Culture &
Norms

Agile: Iteration, Learning & Tolerance for Failure
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Privacy
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Design

User Needs

Culture &
Norms

Agile: Iteration, Learning & Tolerance for Failure




Key Concepts

(illustrative)

Foundational
Disciplines

Culture &
Norms

Code & Machine Open Source & , :

Security

Privacy

BEIE
Design

User Needs

Agile: Iteration, Learning & Tolerance for Failure




Career Paths

Key Concepts

(illustrative)

Foundational
Disciplines

Culture &
Norms

Politics L , :
R Administration Policy & Regulation

Code & Machine Open Source & , :

Security

Privacy

Data
Design

User Needs

Agile: Iteration, Learning & Tolerance for Failure




The Big
Questions

Career Paths

Key Concepts

(illustrative)

Foundational
Disciplines

Culture &
Norms

Surveillance Society?

What does a digital Wealth Distribution in a
state look like logarithmic society
Ethics & Data Al & Humanity

Politics L , :
R Administration Policy & Regulation

Code & Machine Open Source & , :

Security

Privacy

Data
Design

User Needs

Agile: Iteration, Learning & Tolerance for Failure




The Big
Questions

Career Paths

Key Concepts

(illustrative)

Foundational
Disciplines

Culture &
Norms

Surveillance Society?

What does a digital Wealth Distribution in a
state look like logarithmic society
Ethics & Data Al & Humanity

Politics Administration Policy & Regulation

(campaigning/NGO)

Code & Machine Open Source & , :

Security

Privacy

Data
Design

User Needs

Agile: Iteration, Learning & Tolerance for Failure



Three Myths on
your Journey



Myth 1



One can build a
national EHR
system



Only 9% of projects
i1n large companies
were successful.

- Standish Group, 2014



61.5% of all large
company projects were
challenged

- Standish Group, 2014



Cost Overruns % of Responses
Under 20% 15.5%
21 - 50% 31.5%

51 -100% 29.6%
101 - 200% 10.2%
201 - 400% 8.8%
Over 400% 4.4%

53% Have 51%+ Cost overruns

% of Features/Functions

Less Than 25%

25 - 49%
50 - 74%
75 - 99%

100%

Time Overruns
Under 20%
21 - 50%

51 - 100%
101 - 200%
201 - 400%

Over 400%

% of Responses

13.9%
18.3%
20.0%
35.5%
11.2%

1.1%

68% Have 50%+ Cost overruns

% of Responses
4.6%

27.2%

21.8%

39.1%

7.3%

In large companies only 42% of the features
and functions existed in the end product



Myth 2



Coding Skills are your
most important asset



Don’t let enterprise
needs trump users needs



We are not users



I believe the most
important digital
skill 1is



My $engm

C)\ MyBenefits CalWIN

Language | English ¢ Go|

Create A MyBenefits Account | Sign In

Announcements Covered California - Open Enroliment begins 10-1-2013 Read about Affordable Health Insurance

Welcome,
This website is a fast and easy way for California residents to learn
about and apply for medical, food, and cash assistance programs. Usemame
MyBenefits CalWIN also provides ongoing access to secure and

private benefit information. Select a topic below to get started or
sign in to your account.

Community Based Organization, get started here.

See if I Am Eligible
Apply for Benefits

Report My Changes Or Renew Benefits

? FAQs ‘S Contact Us Help
— - = — e
(] (][] (o]
Sign in to your MyBenefits CalWIN Account
Sign In
Forgot Username? | Create New Account
<

MyBenefits CalWIN allows you to:

=

=&
&
=

Check your benefit status and amount

See if you are eligible for other assistance programs
Apply for benefits or Continue an application
Submit your reports or renew your benefits online

View MyBenefits



Your senior public
servants often don’t
want to engage users.

Ever.



Engaging users
means having to confront
failure or suboptimal
outcomes.



Myth 3



Open Source
Will Make It Free



Jeremy Kahn's Dev Blog

There's always a method to my madness.

Blog @ Archives Search

Recent Pc

Open Source Does Not Mean Free

Keeping_it Real |

Labor Open Source Do

Stop animating_

Of Engineers an

Everyone loves to get something for free. It’s just human. Additionally, people have a tendency
to maximize the return on an investment as much as possible. When something appears to
require no tangible resources from a consumer to produce, said consumer will try to get as much
of the potential benefit as they can. Once a limit to the return on free investment is established,
or a cost to obtaining the benefit is imposed, reasonable people will respect the rules of the
transaction and either pay up or opt out of the transaction altogether.

None of this is new, it’s as old as currency itself. Open source is a relatively new concept, and is
often misunderstood in a variety of ways. A common misconception is that open source is
equivalent to free labor, that users are entitled to having feature requests implemented, and
that onen source develoners owe them something. Essentially, open source has bred a new form

form twitter com
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What you should
do



1.
You need digital

infrastructure,
not EHR





https://www.google.com/url?sa=i&rct=j&q=&esrc=s&sourceimages&cd=&cad=rja&uact=8&ved=0ahUKEwi2qLHVicHTAhUBxoMKHY-3CgIQjRwIBw&url=https://www.flickr.com/photos/28175182@N07/3554214790&psig=AFQjCNEwrjVdWrJpXriq0y_0-I9Cm4UTJA&ust=1493260124101300

What Government
looks like
today,
digitally.



Department




Department

Application

Database




Department Social Services HR Intranet




Department HR Intranet

Tax Dept

Sign On Sign On Sign On

Address Search Address Search Address Search Address Search

Application

SIN request

SIN request SIN request SIN request

Form Form Form Form




Department Tax Dept HR Intranet

Sign On Sign On Sign On

Address Search Address Search Address Search

Application

SIN request SIN request

SIN request

SIN request

Form Form Form Form

Database

Database Database Database Database




Duplication, Few standards, etc..

Department ; : HR Intranet

Sign On Sign On Sign On

Address Search Address Search Address Search

Application

SIN request SIN request SIN request SIN request

Form Form Form Form

Database Database

Database

Database Database

’




Where should you be
going?



Core Public
Works for the
21lst century



Security Clearance

Department Tax Dept Passport

Sign On Sign On Sign On

Address Search Address Search Address Search

%
=

Application

Sin Sin

Form Form Form

Database

Database Database Database

Database




Digital Services

Application

Database Database

Common
Database

Passport Security Clearance

Sign On
Address Search
Sin

Form

SIN Database
Address Database

Business License Database




2.
Start Small and
Experiment



Chilean Government
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contingente.

Cabe sefialar, que esta certificacién debe ser cancelada antes de la obtencién del Certificado
de Situacion Militar al Dia.

Beneficiarios

A las personas que han sido excluidas del servicio militar en conformidad a lo sefialado en el Art.
42 del Dacreto Lay N° 2.306 de 1978, o en el proceso de seleccion de contingantea.

Documentos requeridos
Ceédula de ldentidad.

Paso a paso: Como realizar el tramite

En Oficina Por Teléfono

» Dirijase a

» Cualquier Oficina Cantonal del pais, cuyas direcciones y teléfonos (archivo en formato
PDF) estan disponibles en el sitio Web de la Direccion General de Movilizacién Nacional.

» En el extranjero, este certificado se solicita en en el Consulado Chileno mas préximo a
su domicilio.

» Telefonicamente: (56-2) 441 3671.

» El resultado del tramite es la Certificacidn de Exclusion del Servicio Militar Obligatorio.

Quiero este trdmite en linea [] \

Costo del tramite

| 3 Tass da Narachoae da Racitamiants &2td diesasnible am al et Weah inettiicanal da |13

vigente

Permite solicitar al Conservador de
Bienes Raices de Santiago (CBRS)
una copia autorizada de la inscripcion
de una propiedad, con consia...

Conocer los beneficios que entrega
el Estado para prevenir y tratar el
cancer de mama

Cuatro mujeres mueran al dia en Chile
de cancer de mama. Una deteccién
oportuna es posible a traves de la
realizaci...

MAS VISTOS ESTA SEMANA

Postular al Subsidio Habitacional
para Familias de Clase Media (D.5.1
Titulo 1)

Postular al Subsidio Habitacional que
apoya la adquisicion de una vivienda
nueva o usada, construccion de
vivianda en sitio propio o den...

Solicitar el Bono al Trabajo de la
Mujer

Solicitar al Servicio Nacional de
Capacitacién y Empleo (SENCE) el
Bono al Trabajo de la Mujer, aporte en
dinero que busca premiar el esfuerzo

Obtener certificados de estudio y
licencias gratuitas de Educacion
Media, a través de Intemet

Obtener cerificados de estudio (desde
el 2002 en adelante) y licencias
gratuitas de Ensefianza Media (a partir
de 1985), a traves del Po...

Comprar un bono de libre eleccién



—W“""""r""ﬁ" 3 - ALIeh

Portada Acerca de estacampafia Como participar Conoce tus derechos  Sigue el avance  Instituciones

Personas

Cuéntanos como podriamos mejorar o digitalizar este trdmite para simplificarte la vida

Institucsdn

Direccién Genoral de Movilizacion Nacional

Tramite

Cenificacidn de exclusion del Servicio Militar
Canal del tramite que deseas denunciar
Oficina

{Por qué deblera simplificarse este tramite?

v - Seleccione -~
Tramite Innecesario
Tramite demasiado largo de realizar
Tiempo de respuesta muy largo

Solicita demasiados papeles

Solicita papeles que ya estan en poder del Estado

Filas muy largas para realizar el tramite

Pocas oficinas donde realizarlo

Debe ir a mas de una oficina para realizar el trimite

Debe ir mis de una vez a la oficina para realizar el tramite




Chile sin papeleo pvance on agtaizacisn [ f\'{

Portada Acercade estacampafia Como participar Conoce tus derechos In

Sigue el avance conoce las cifras

Hemos recibido un total de 16808 de peticiones ciudadanas para un total de 95 instituciones

Instituciones: Ordenar por:
- Todas -

-

Cantidad  Inatitucién  Tramite




Example 2



{2 U.S. DEPARTMENT OF EDUCATION

College Scorecard

Find Schools

Compare schools now
Programs/Degrees
Location

Size

Name

Advanced Search



“And we wondered — exactly how
do people make choices when
deciding on college®?

Instead of guessing, we decided
to go out and ask them.”

— USDS team, wvia Medium









Sir Frank Sir Arthur
Watson Dyson Eddington



1919



LOW COST
Experiment



Sir Frank Sir Arthur
Watson Dyson Eddington



3.

Focus on
Standards



]
e WAL
g | [y
Ry BN\ YV, 7 7R piy
LS LR o < |




AT Y

i e i

.
&4
. -8
.
D" > A 4
o | . _-‘
Mo ni ~z L » 8

— e

\.‘l Hrfl

T

el

my data



o = B B B B

User Journey

Aware
Decide
Screen
Apply
Interview

Verity
(Documents)

Get EBT card
Use EBT card

Stay enrolled

NOAS
SAR-7
RRR



Aware

Screen

Apply

Interview

Verify

Get EBT

Use EBT

?% loss

12% loss

31% loss

10% loss

12% loss

4% loss



Low cost learning &
experiments



The Lean Startup

Learn Faster Code Faster
Split Tests Unit Tests
Customer Interviews Usability Tests

Customer Development
Five Whys Root Cause Analysis
Customer Advisory Board

Continuous Integration
Incre mental De ployment
Free & Open-Source Components

Falsifiable Hypotheses Cloud Computing
Product Owner Accountability Cluster Immune System
Customer Archetypes Just-in-time Scalability

Cross-functional Teams
Semi-autonomous Teams
Smoke Tests

Refactoring
Developer Sandbox

Measure Faster

Split Tests Funnel Analysis
Clear Product Owner Cohort Analysis
Continuous Deployment Net Promoter Score
Usability Tests Search Engine Marketing
Real-time Monitoring Real-Time Alerting

Customer Liaison Predictive Monitoring 02008 ric Rins



Not like this....




Key Questions

- Who 1s accountable for:

- Deciding which users to
focus on?

- User experience/journey?

- What culture do your

questions promote:

- rewarding experiments
(MVP) or implementation?

- Single complaints or
data?



Could this type of
innovation take
place 1n your city?



What conditions
would be required?



Key Questions

- What political cover can
you provide?

- Demand Value 1in exchange
for cover



@Qdaeaves

david_eaves@hks.harvard.edu



