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1. Mr.Ta-Te Yang
Program Officer, Multicountry Programs Division
Asian Productivity Organization (APO Secretariat)

S92 INYINT

1. Prof.Dr. Eko Prasojo, Mag.rer.publ.
Universitas Indonesia, Executive Secretary of National Committee
for Bureaucrative Reform
- Applying Design Thinking to Improve Public Service Delivery
- Collaborating with Stakeholders to Co-create Innovative
Solution
- Applying Design Thinking in Public Services: Case Studies and
Techniques
- Designing for the Impact and Sustainability of Public Services
2. Mr. Itsuro Shibata
Senior Operating Officer, GK Kyoto Inc.
- Design Thinking in the Real World
- Design Thinking for Tourism and Public Transportation
- Workshop 2: Brainstorming on Defined Opportunity
- Design Thinking and Co-creation
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3. Dr. Kevin Chun-Ju Tseng
Professor, Department of Industrial Design
National Taipei University of Technology
- Design Innovation: Using Design as a Strategy for Public
Services
- Workshop 1: Identifying and Understanding Opportunities
- Appling Design Thinking in Healthcare and the Public Sector
- Measuring and Evaluating the Impact of Design Thinking in
Healthcare Sector and Public Services
- Workshop 3: Conceptualizing Opportunities
- Workshop 4: Preparation of Presentation by Participants (in
groups)
- Workshop 5: Group Presentation: Applying Design Thinking for
Public Services

Site Visit 1. Dinas Penanaman Modal dan PTSP Provinsi Bali
(Bali Province Investment and PTSP Service)
UIN5ATURATIUAILNITUINITANSNT0NEY Sruulseiudsnuunag
ALATBITNIY NISANYY FIAIUTMINITAMUATUNITVBIUIVG

2. Bali Provincial Government
AuI19N1T Bagung Service Offices {ugngudnae One-Stop
service TN g3nY iusnseenluvesugywlunisyigsiann
Uszanluund Tnedunsusnsiiumiineswesia wuany
Uszamgsnia W Aesnisvelueyaavigsfiauing , nsdnss
AUGUSNSAUAYAMN AR IRL-LEaNegRs , USANSY
wiavasauazludud wieaalisiaiiensaa information Aawly
Fludud Dudu

3. Perusahaan Listrik Negara (PLN; National Electricity
Company)
AudnansiuesiesFouvesdulaiidoifeafunslviiuaznis
Uszln Wunislwusmseinu Call-center , Application wag Social
Media viangunanasy
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Design Thinking %38 nsxurumsanidmsiarudlaluliamedidnds Tnednlufiuiuweslyminas
jathuiiflfuazaufifordondugaguinaniuariietnnuAnaiiassduazuumeininaumatsq aeauunaiisle
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school Fahanudilaliymiiiessnuuuanudnadassdungaoutlodgminariu Inedsd Design Thinking
annsavilaiaed

® Product Design #3980NWUUNANMY

® Service Design #3909NLUUNITUINTNIONTZUIUNNT

® Organization Design #3980nkuulATIAII

® Systems Design #3998nLUUTZUU
Hard Fslunsesnuuunisliuinisniassden
Perspective Soft Fosauadududoudiiiuundu esaini
Perspective nfjuyl,ﬂmmEm%'a;ﬂ%’ﬁmmﬂuﬂiwwurﬁjﬂwm
Technical fauu Tun1sdanisnudguivesszuundaling

Elements

Fudougs yunesunaluladfiudaunss (Hard
Perspective) 3avndudesmenslinseunguluia
yuNBIAYUIA (Soft Perspective) & arnilafis
29AUTENBUNNAIUYABINT N1541D9 BIANT N3
UImsdans waruleuediieatesiudaymszuy
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Nugou Mty NT9ENLUVUTNITNGS Service Design FTUNUMEAIAYUINTUNITIANITIZUUAITTIIUAINGY LD
afsassAusraunsalnaliiuginetes
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TA89IN§IUNTLUIUNITOONUUULS AT T T L11970uNIAA Human-centered design w38 Design
Thinking #adunnAnfiioldemudugudnas wazeenuuududmievinislinssiuanudeanisinniian neu
Tonddgymigldaue FawmnAndidusngufsiuiuinuzniseeniuuetns UX/UI fae

olafinnu Service Design aglallnitaudafldaruminiu udsgneneuhanudilanng defiAeites
wsgaanitidoinnsfiuinisazesnundld ilvuaflddaugy Liluautidudanugy winng diodesd)
aguluseiu wagnndefesinnuldiognsazainiian vdnnsvesudslalliug User-centered usiazdasil Co-
Creation ¥son15vausIniuLag Holistic fae

Tnetunounisviaiues Service Design FavadofiutuneuvewIfn Design Thinking Tnafin1swWaiun
ovenindndl Wumilounnsie1 Design Thinking 1Me8nRUUU3NSUNUNTEONLULALAT easwszauniseiia
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e Empathize anuwivaniiiula ﬁamivﬁﬂaLLazmENLﬁuﬂzymmﬂ@gmawaﬂ;ﬂ%ﬁaﬁﬁdawﬁemTEN
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e Define Nty nsianu deudgvivieanuvimeddosnisudly Iﬂamiizuﬂzymﬁ

witsauasdernundidfoy
e Ideate N155zANAMAN NsAnaS1eEIIARAzLTAnIsluNISI@LBLLIAANS 835 NS g Tuns
witeynditvun Taglisinueuis

¢ Prototype nMsa¥1edunuy AemsvhdunuunselumavewIRnildlauety ieliawnsonnaou
g dugusssu

o Test msvadaudunuUAUElias ey Feedback levmnuiuussuazitamndnfuriudouuiin
g

Faurunsruaumsits 5 Suezdesdinsvihgiludess uninerlddudn ndnstae Usns wiewTnnssuil
noulanggliuazanunsaiiug egramnza

AMENUR 9 Usen135uas Design Process

LIndividuals: N1990ALUUADININTAN

5. Foresight 3. Deliverables 4. Direction ,
v L3 =
Visioning Focus on Value Reframing AUABINTTUAEUTTEU ANTUVBIYAAE U
wingdansidnlakarldlalugunesves(ld
wnazaulunsyulaunisesnuuu 1 olila
nadnsTineulavduazasdlaiian
1. Starting Point 9. Confidence 2. Stakeholder e L .
Individuals Be Optimistic  Human Being 2.Stakeholders: #1839 899 anUAT
We all are made Creative. Y ' " a o a
AMNANA YA DNITWAUINAAA U VNS
¥3058UU SN 11939 gnen v uag
6 Exprossion 2 e B Brocess duq madnlanazdnn1siuAuABINITUY
Be Visual & Multi-Disciplinary Leave it Tangled widrulagrudedreliniseenwuudl
Tangible Team v

UsgAnsnmunaznauauadlaa
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3. Deliverables: nadwswsenanA e idasn1sarnnszurunseenuuy Jeeradulusialnd unuiy wie
nanAusigavnefiannsathluldlsess

4. Direction: wummavidefianisiisauluniseenuuy Fuelifuanusejsluiidmaneiidaliuaylivge
DONUBNLEUN

5. Foresight: n1sannisaldewwlifuuazanudosnisluouian msfinrsaniazdaelinnsesnuuuiianm
Febunaranunsanavauosontsiasunlasls

6. Expression: NMsuand0enisensioasuuiAnuazuuaviiniseeniuuegisiaan mslinin fennu way
Bnsouq ieliundnawusadilasazihluldleie

7. Team: msvhansufuresiinnuiifinnumannnaneisluguinusuasUssaunisal mssaudlefugaeli
Annsuaniasunnudniuuayleiefisiussansnm

8. Process: TuMBUMSENIEUIUNSIUNSEBNLUY F95E9N15AUATT MSAATIEN MIASFULUY wazns
vegeu msitunsuitaaurielinisesnuuuiissdouasfulunuunm

9. Confidence: avusiulalunszuruniseenuuurasiuLuurseluna nsiianuduleszdaelidiuause
fnaulanassiunsesnuuuldedaiulanaslidua

ﬂ?iL‘Uﬂ%LLﬁJL‘UﬂmﬁMUG}L‘Viﬁ?‘uﬁ]u‘U’JEJeLﬁﬁﬂiuU’J‘uﬂﬁ@’eJﬂLL‘U‘UﬂﬂE-]EJN&Iiu‘U‘ULLa JUsganSnmuIngedy
Human Centered Design Process

Aenszuirunsesnuuuiimisds “glHiugudnans” Suduanmsvianudilaluds “§l4” wu Jam
NIDAMUABINIT ?jq&’aq “Winlarela” (Understand by Hearth; Emphatizing, Define) feanuuuazsiaaninundng
unumues “Gli” ilesudoyaiedn uasiBeulomansng vims uas msaaﬂqusvuu‘lwaamﬂaammmaaﬂuaa
‘W7 szauAuAnuay aifmiszja‘uuﬁ “Juldlé” Idwannuane (Ideate by Head; Ideate, Prototype) 91n1usaay
nageu Solutions mi’masimﬂmiam lelogiufidiandmsu “gl4” (Test by Hand; Test)

Stories
EthnographicResearch
Sense Making
System Mapping

Checking the Making sense of
prototypes with needs and insights
community/with v from stories
user groups the “How Might We"

prototypes are for ' HUMAN Questions
CENTRED A
LAB
PROCESS

<

(4]

Choosing ideas that ERSTOLYER

could meet needs

Making prototypes of what
a service, policy innovation
could look like

Weldloenan (Ideate) ardunaludanisasesiunuy (Prototype) Aukuvansadilanainvaluf e
Auluundanuiissdunluauiiswuudiasatldneu (Interactive mock-ups) AukuUmaIdazviuinlunis
dnauelagiuiidanudululiedraiugusssy dweludinisvaaey (Test) iilosu Feedback wazilumun

USuussiuwuumudoyadednues “gld” nszuiunians 5 tusswieningiluisesq suninazladuuuunnsniy
Anussan1svesdld Wgldlasuussaunmsallumsldrunmusauias siusunnnian
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Human-Centered, human story, and iceberg

Human-Centered

®  AMUNNTY: WWIAN Human-Centered %39 "Ms3iuyiNywd" ABN1TEONRUUTIAIBEUUANUADINTITHAY
avwidnvesuyudidundn lnedildaszaunsal, mnudans, wasdamuvesdldase
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Human Story
® avuvae: Human Story %30 "3 essvesuyud” mnefsnmsdilawaglfizessvieussaunisnidin
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vosflHlaRgaTy
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Wity Fahlugnmseenuuuiinevauesidesiamnga
Iceberg
® AU LUIAR Iceberg wip "quthude’ Wil euansisdsiuoaiuuardsiiliannsouoadiuldly
nszuumsesnuuy lnesinassnefisdsiterlifn (Feduiiveunt) MilBviswasetamudonnusienis
o widnns: Afueuitu (veaguithuds use dufleginieth) oraduliymildanudedetmundliven
57 iunsuanssensinunsyauasnningsy widsdlegldfinth (gruvesgminuds uie daufideusy) i
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nsoeniuuiiaudndeuanovauedldfay
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Simplified Design Thinking

ANTUINE (GK Kyoto) eSuefisniseaniuuilsdnfiiseudie (Simplified Design Thinking) dndunisiiiu

° 3 . . . . = v & o Ao o w v 12

N3xUIUN19Y1911 012935 (Design Thinking Circle) FsUsznoulumsdunsunaniisinnudrnglunisadisassa
winnssunazuilutgmedsdiuszd@nsnm

o Funauil 1 n33ad1easse (Co-creation) Mg miﬁmimﬁ’uﬁ?}'u NSYNUTIUAULAY
uanidsunnuAniuiufinnuniediidnlfideasdelifnlodeiivarnvansussaseunguundsiu
nszvaNMsAnswAUBY Tnemsthasndnanvainvanegimdauazanufinimia eni
- ieuswenlussingifeaiu wu iousmanuvioddsdutym man
- @ndnnesAnsnieuen wu Snivinmsueiunw
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asassAuwfalmlg nseurauiasmunzauiunnngudivune mssauwadsassaiaduisnivssdnsamlunis
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o duneuil 2 maolald (Empathy) WWunishnruaesesdu madlawassuieuddn A
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Taldlilfifsuanisdlannuidnidlunievimuafvesyanailiiddn widumadlagauifidanuaten ludinate
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® Junauil 3 N1sUTULABULUNBY (Reframing)

Empathy mnefs nsAnnyuesiistesnil msglymvie
Thinking through a01un1salaNVateudy Uy 18T ULLINAY
eyes of others Tndq Tuntsudladgun Tnen1siud sudgynali

nanatduuszinuiiaunsaudlale nszuaunisil

Wigadesdunisadndeyadadnaindeowieased

danauiu nsusudsuyunesieliligafndunis

Co-Creation woslgmluguuuuidug wildalomaliswiuaiy
& ' i v ! ]

Thinking with Jululdlnge fenmvggnuesinuly wu unuiiazues

others YymduFossnifeandey wienawssdudulenia

Prototyping Reframing Tumsduvuumnlule fagadreassavsemmunung
Thinking by _ Thinking from da nszvaunisiareliisudlvdgmlaegiedl
LA differentangles .. 2y5 0 nyndunasdsdnasunisadneasse

\/ winnssuluale Snene

Tunsyurumstl T8nsAumdeyalisdnld 3 38

1. “Why Trees” WWaAumangfuniazweanunsaidunalalnenisaiudiniy vila. vila...
il 919 aunienulalduddayidous

2. Mention Tension tJudniSwnisiivreliisrauisaeiuiesesinswazarudaundsiinduly
anumsainidunaiiuld msdileanufseSeamarivinliannsassylywmanidesudluldavu

3. Design Question nsaseAaulunseaniuy Fadunszuiunmsiviudsuanmuazaufs
wisanny Winaneilulsznuiitauusazannsaudlals

aa X b A ° | PP a a
Bswareliswesdlgmanyuivainnane uwaziillgnisesnuuuiumndluiivssansain
LAYES9ATIALNNTY

° FuRBUN 4 NTESNAULUY (Prototyping) MUNBRN NSANAINATIA YINAULUY Waznnaedld vaeli
3 = [ Y1 o Y a [ 4 4 =3 % 1 1Y o v
wiunmsmvedloiswaraiusausuusiluldneunisunluldass udedld wazueniulasgrsdaau nsvinli
wwRanatedugusssuiiteliamnsansivaeunnugniesuazanudululivewwifatulivaienss nszuauns
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Faonfnansgnunseaunsatinldlunszuiunisesnuuuladndae nsaddunuudunsBeuiienisiass vi
Tuesiiudounnsesmazlonadlunisimunlisindidgu hlvgnsadsassAnindnrivieuinisniinuninuas
POUANBIAINABIN TV TN UlAR BT

MTIAYITIEIUMEaIN s ulnsinTsiefile Design Thinking to Improve Public Service Delivery [July 2024]
FIUAIINTINTD TN INUTHNA T IVUTUNAHEANUAIY



Applying Design Thinking to Improve Public Service Delivery

Prof. Dr. Eko Prasojo Wiauslunadildniseenwuuidsin (Design Thinking) wlewmuIn1susnis
157304 (Public Service Delivery) un1saneussaunisaifiag udmiudFuuinssiiunssuaunsiigadugld
(User-Centered Approach) wwadsiitaelimhesnuasisaraunsadtlowasnevaussennudeinisuaraiiy
aavtsresUszrsuldaddu Inenislduumisnisoeniuuiiyadunisufludyminasuuusanisuinmsling
Ui%ﬁ%%ﬂ?WLLaSﬁﬂmﬂWWMﬂﬂéﬁ’u

Strategic Management for Public Services Model ¥84 Mark Moore (2005) Junseuwudaiiviu
msdnnsiBanagnédmiunisuinisansisar Taedatuiinisadenmen (Value) uaznsiusesanugnioauaznis
#8u3U (Legitimacy and Acceptability) ¥84MsALIuN1SNIATY

TunatiUsznaudeauesdusznoundn Tdun
1. Legitimacy and Acceptability (mwgné’mmungwmﬂ
wazn1sEaNTu)
o ANUAAYUDIAMYNABINUNMINEY: NMTUTNTANTITOE
FosUftRnungrineuarssiloudedfuiiiedos iesuses
ANUYBUSTTULAYNTATUAYUINU TV
o MIATNANULBUTU: N1TUINNTATITULABINBUAUDIAD
anuAanTvesUssrvuarnguiitdlddids ieliA
ANNEBNTULaY N SaTuaYUAINdInL
o msdamseuduitusiudfidnlddmds: msuivnsdamsarmduiug uaznisdeansiugiidou
Igfdudsegnaiiusavinm weaiunnudosiu
2. Creative Public Value (@zuﬁwmmsﬁmzﬁa%’qqasiﬁ)
o nuasqaaduuinngsy: mswmuiIsansinlg wiensususinsifley eadenmen
Inydlfiuussewy
o NMERRUAUREANYFRINSTTiIAsuLamananat: MIeenLUUUIASAaNINsaUTURale
MUANLABINTUAEAINAIA IV BIUTE V1YY
o msfananszvy: MIUsEEiUNANTEUYEINTUINNSTIaiIeassd Tuldveamsuuussnanndin
wazRadWETILH
3. Government Capability (A2148131150¥24011A5Y)
o nsWAWIANENIN: NMTESHATIIANAINITVINIEUNIATT Tun1sTanisuazaiunig
UIN5aNNIaizeeeliUsEANTA W
e N59ANITNINEINS: mw%‘miﬁ’mmiw%’wmmﬁg&mqmsLﬁuuazqﬂmﬂi W oauayunis

CREATING
PUBLIC VALUE

AnlunMsuIng
o M3Bsuiiarn1sUsulie MRS UsEaUNTANININLT kaEMSUTUUTINTEUIUNITYINGIU
WU UsEAVEA N

Public Services Delivery Model 984 Leach, Stewart wag Walsh (1994)

oSuwanwazuaznalnnsdanisnisuimsasisagluuiunvesnisunasesiosiunaz Ussnsulag Tnouds

aaﬂLﬂuwmaﬂismwmmzﬁummLlfﬁal,mi'waqmiﬂﬂmaqﬁaq?{mmx;ﬂLLUUszJan‘lJizm%ﬂlm&J Tuwpadfansunde

MSYIUTWAUTENINAIATT YUBU WAZAAIN TINTINTENIENITIUNITUTNITAE 0L
Tnwannsnesuieluaaldsil
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Strong
Market

Residual
Enabling

Representative

Skt el Govissanss s 1. Weak Local Governance (n15UnAsadiasiuNaauwa)
A

Authority Y . g oS s aTal 1 s
v anwaz: N1sUnATYIBIdUilANamNTadAn dmSunig
[ Communty e dansuagliuznis Fuinnuluiuniniinisusnsdnnisnlia
o | Busmorio poblie | .
Lie Enabiee Authority Sector | VITDVIANINENNT

Participatory
Democracy

Market-oriented
Enabling Authority

suuulszndUlag: msunasesiashuensldidulumundn

" Strong Ldeal Governance Uszansulneag1afun wu n1svinn1siidiusinainisssivy

SURUUNTUSMS: o1sdulunnsiusnnssiteswazd

i ANNEINISalUNTINNISARN
Strong Local Governance
Strong Local Governance (nMsUnasasviosduiiudaunss)
anwady: danuaunsalunsdanisuagliusnisles dnsusmisdansniuseansam
sULuuUszsUlay: nsddiusuvessenyuiaranulysdlags

JULUUMIUSNNT: N15UTNSNTAMAINGS nauauasnufaInisvesssvuliad 19

Representative Democracy (Uszandulaguuuaaunu)

Snwar: nsunasesfivssrruden WusumaiiediaueninudosnisuazanuAniiiuuemy
SULUUNTUSNIS: é'hLmuﬁLﬁaﬂ%Li‘]uéﬁmﬁﬂaLﬁmﬁ’“umﬂﬁu%ﬂml,azuiﬂmwm6]

Participatory Democracy (Uszansulasuuuiidausau)

Snmuy: nsUnasesfivszrruddiusaulumsdndulauasvunulouisesdlndde
SULUUMIUEMS: MIvimsisjatiunsiidiusmvesUssvvu neuaLeIeaANLABINNTYBININE

SULUUYBINITEIULNITIUNISUINITAISIT S

1.
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i 1. Capability (A21381u150)
Alwad 1.1 Thinking Again (n15An i)

Change - 9
Able People = :l o AISNUNIULAZALATIZH: n1snduld
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Again Process Policies
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1.2 Thinking Ahead (n15AA&29%N)

Culture: Incorruptibility, Meritocracy, Growth, Prudence, Markets

o nAMANsaiaNAn MasuETlws BN sLdmIUMsWaBUL A AT e Tias Rty
o MATWAIUUIMNINUAZNALNS ﬁmmﬁﬁmsjuuazmmsmauauawiamsLﬂ?{auuﬂaﬂuamﬂm
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2. Culture (Imusssu)
2.1 Incorruptibility (Audadnd)
o msShwanudedad msduaSunazihvanudedndlunisiidunusazmssaaule
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2.3 Growth (n1siiule)
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2.4 Prudence (A7U523IA5239)
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2.5 Markets (na1n)
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Design Thinking to Improve Public Service Delivery
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Tﬁa“ﬁu A1 4 93aUsEnau lelA Empathy — Define — Ideate - Prototype & Test
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Lead User %38 Extreme Users Heunn A fliusnistlaunniimeiivszaunisallunislduinisudnsiost
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Innovative Product Design and Development %38 IPDD Approach
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(NPD) 33811 05 Method (3an1swnusznns) laun

THE IPDD APPROACH.
5‘ ] Business research
N : B
No
5 g g Market.
E R B v i o - tarabris persona
; E i .5 & g, ¢ El e > selection/
b kRt > q establishment
2 T
7 g -3 'E 5‘_ § EE 5 echnology analysis L Design
g i g 8 ? 2 B proposal/
= H = * concepts
i 2 g Design analysis 8
EX
> Initial design
Financial analysis ves
. tures, initial
Personas, GW2H1E, world café, stakeholder analysis, etc. . .
+ Key marketissues: Detalled Personas, PEST, SWOT, etc. :m?m?::’:;f'x‘f‘”m"mgm‘ Poter five
. :txmemlrcunwtualohservatlon, servloeS:Yar\,user + Technology analysis: System framework, etc.
+ 2nd workshop: Specific lectures, customer journey map, + Initial design: Design me"ea”yﬂ:el:f:ﬂm EEERR
‘empathy map, key market positioning, etc. b e - Tnitial
+ Survey: Target competitor products, positioning map, etc. e e
(5] 4 i 3 Requirement
Amendment analysis
No Engineering }
Certificates “———  Betatesting Ul
L Yes No
T —  Regulation ¥ l
Patents Regulation l Mock-up Wireframe
Exibiions VR ¥
) IRE yel Service design
e v
Market test No Promeapt
L Alphatesting  _| l Seenario design
Prodtichian plamingl 1 No
— Us;
¢ ototype e Yes
o CAD/ CAE, drawing. - Requirement analysis:OF D, RTM, etc.
Userfeedback/ progrmming, etc. + UX/ULExperience prototyping, etc.
C . 013485, 150 14971, etc. - Service design:Business model canvas,
+  Manufacturing: BOM interview, participatory design, service
. + Alpha testing: Verification/ original R&D team as test blueprint, visual design, etc.
z:rm‘;t@;m, participants/ FMEA + Scenario design: Design scenarios,
pricing, et - Betatesting: Validation/ unknown test g storyboard, etc.
' patients or medical professionals = Product proposal: CI/BI/P| system,
- 62366, heuristic further sketch, screen prototype, virtual
analysis prototyping etc.

il
4,
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Mantifying ies 2.Und di
Realising opportunities 5. Opportunity commercialisation

Source: Reproduced with permission from Tseng (7]
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(1) Temalunissey (Jeymmsa Pain point)

(Identifying Opportunities - 10)
(2) Tendlunsvihanudila

(Understanding Opportunities - UO)
(3) Tomalun1sooniuuninAn

(Conceptualizing Opportunities - CO)
(@) Tonalunisaniiung

(Realizing Opportunities - RO)
(5) TomaBenaale

(Opportunity Commercialization - OC)
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Group Discussion: Lack of Access to Education for Children Living in Remote Areas (EDRA)
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