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— Preface

Office of the National Digital Economy and Society Commission (ONDE)
is the agency with an important mission to conduct research and development to
determine digital development directions and strategies for Thai economy and
society. ONDE has initiated “Digital Economy & Society Policy Lab” or “DES Policy
Lab” as a mechanism for developing digital policies and strategies with an emphasis
on cross-sector collaboration throughout the policy design process, resulting in
policy innovations that can effectively address the needs and challenges in the
context of digital economy and societal development in Thailand. In addition, policy
research based on academic and statistical data will be applied in conjunction with
the policy lab approach.

During the fiscal year of 2019 - 2020, ONDE has collaborated with
Thammasat University Research and Consultancy Institute to design the work
process and recommendations for the implementation of DES Policy Lab. This also
includes proposing suitable approaches to develop an ecosystem to support digital
policy development process based on the participatory approach. Furthermore,
the proposed processes and methods for DES Policy Lab have been tested through
the implementation of pilot projects tackling three critical policy issues.

This book, “DES Policy Lab — The Beginning,” is one of the key outputs from
the initial stage of DES Policy Lab. DES Policy Lab will strive to become an important
mechanism for creating digital policy prototypes and innovations for the economy
and society that can effectively meet demands, tackle development problems, and

truly create values for citizens and beneficiaries.

Office of the National
Digital Economy and Society Commission
July, 2020
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nsneuleunginanesanyulszaunisniaeanguiiivuung inaanudnlafdsan
WEANTIN AT LATANNMTY AauAlUAUNIAAEIsz U (Systems Thinking) Ay
el uN a3 LTI HARTLTE UL NN LAZADLALEIANRRINAS

VBNHITULTNITNTD ﬁ;ﬂﬂi“]_l m@mzmﬂmmawu

2.1.6 F: innuauina (Futuristic)

miﬁwmuiﬂmmﬁqﬂmgLﬂuLmurﬁ?\ié’u (Passive) NANMAS Lﬁfaﬂzymlﬁm
%u'ffmfa@ﬂu‘l:ﬂmﬂmm@u@umu’?@mmﬁlﬂﬂﬂ;m (Reactive) %qlumqﬂﬁﬂﬁué’qﬁq
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Design Ineinuszynsildsanriudsniseu < inaidsalinszuaunisuazdsnisanysnl
97 Teannmaneriulugeau Nesta's report on Innovation Teams (Nesta, 2014)
1 WiuiesdjuRniswinnssuniafy doulug)ldnsrusunisfindeeenuuy uas
TunedJuiR dngninlddsaniudanistu o wiu nsszanndalszanan (Crowd-
sourcing) NMANEINTIANUGIITUUN (Ethnographic research) udifawqﬁmiumm{

(Behavioral science)
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saeeny |

pzencufinsyiemieuconL

(qo1 Ad10d S3Q) nue

arustsLesLNBInstupninocH 2 uun

ﬁsrﬁﬁnmdmds:mn \

WesfjiiFne MindLab NlszmAwmunidn ldnsAndEseanuuy Design

Thinking {l13an1suanlunnsaineassmidnnesuidaulauns wasiaduseanulae
Ve Ag9950W7 (Ethnographic studies) €21 Human Experience Lab (&sT45) 14
Design thinking W&z Behavioral insights LOUMaN $auAUNNIAALTNIZLL (Systems
kag) UAZNITARLTNAUNAR (Future thinking)

&1451 DES Policy Lab l#itlszeinsfld msAmiEeaanuuy (Design Thinking) 1
Fanmsvian nnseenuuuuleune LL@&L@?@Jﬂiz@mﬁmwﬁ”f;ﬂ?ﬁﬁmiﬁuj I NNIARITNTELIL
(Systems thinking) NT¥LAUNNTNEIRNAR (Foresight) N3 ldiATasiiantamana iinigana
wlgune (Digital tools for policymaking) wazldaan1sadrannsiidausanivulszanalu
LULUFN 7 AN 1

DES Policy Lab lfnszuqaunnsdni@eaanuus (Design Thinking) 143an1suan

pry A o Ay | o

Wwasannidunszuaunisng nisnaiienisidausanannissarunarNdou
ai oy A Y 4 = a a = 6 o o o o Y -
Neadasinainuanelfatnadilse@nsnin saudsliaaudrdnydunisdnlauysel

'
aaa yo

wazAndeilszaunisafuesdFuinistaiulingnuaulaunasinazazias anva
o = = S 3 5 - =
fafaauannszuaunIsfinsaLAgusauanisvinaNdn lalymiedteangsllis
nisafeassAuuaAnlud 7 Asannsaldidunssusunisiiugundszynsldsau
o A oA A v oA P o aal = v . L =
Auezasiean < IHdueeen uazidleauiudsnisauuds Design Thinking H
o a a9 \ a = Y o o =
wannsuaznsaumNAsidn lalaldenauiuly Wesainasnadaaiuandoydaiin
= A4 A A o v
(Common sense) wariTALATasNangnIausINuasiamu Hataduszuy

Systems Design Policy

Thinking Thinking Sandbox

Citizen Engagement Methods

Digital Tools for Policymaking
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agiglafimin n1sld Design Thinking @usuntswmLRleLneg1sTous el
foanfinuazqnsenludiusing o) Wi 11enisnesn wluagireAudNiusidss Uy
¥ o a ° P Ao o = | o =
waziudayadagnnInananuaug L (Users) Maniin dsana ldaunsnidusiounui
azfouyunasrainguivnnglfetnnsaunquuazanysaliNeswed mILNIAMUA
wlgtnaanaseireuianndre uanainil luunanstinanufesnisesdszantuana
TlfeguugurenisAnsrazens irenisuesszlamivesanssnsunsivanely

AFBIRLATIZT AU NN T N L UAUNNTR BN LAREAINIZIT ALY Aaifis DES
Policy Lab asusanisagnisassialliiva@dunisyinauldanysaltietiu

2.2.1 misAalgus:uu (Systems Thinking)
MoaiasnANguanlunisdiassiilymuaznisueaiiunwidsssuu i
1 a a . . . a a 1 Yy v

winsTUaUNNIAALTs@anIUL (Design Thinking) nsARTessLLTqe I aseauleune
amnsamuidladaymednaduessn aunsaiatsaunadesiig | 1893v ULt
s e S , . - -
A ndudan (Complex) uarlingatia (Dynamic) wazdoslunisaimaifiloymn
Tnanisuesdnashindntymviudansesniviamanisallawmanisainils (Events)

' ¥y v
°

gn1INBUTULILILEY (Pattern) MiAnTWTN <] wazaslUBenszuauyial (Mental model)
o y Cr oA Y y o .

Nagnralduuuunwmatiu anvivdedasluntsuddeyninanaiuinnazainngm

% d‘ % 1 = a a d’ju 1 a IR

genadasuntadlussuylnesinadilss@ninamn wenanil dadqe lunsapsnziuas
pIANNTRNNANTENUNeNannTwaNuWIAAul e sediwew 1 lusruuAsHgRauay
&3ANBNA9E 9712979 World Economic Forum (2018) s¥ijannisisensldnisan
iFaszuufniunsAndeenuuutie lfaunsaRmunulaunaetnselag (Agile) Laz

~al = = » 2 am < <
’QSLﬂuQﬁﬂ’]ﬁ‘VIﬂZL‘]J@F_ILLI’Y)Nﬂ’]ﬁ‘@ﬁ"]\‘IuIEI‘LI’]EI@qﬁﬁﬁ‘mzsluﬂﬁﬂ{]Qﬁlﬂqﬁl@'}ﬂﬂﬁ‘i‘ﬂﬂi\iﬂ 4

2.2.2 misudvaurna (Foresight)

AenstauNATEl Aansal uazeRtnennuiL Aeadfianaifaty
Tunnanraniin mum‘”ﬂﬁmﬁuﬁmﬁLﬁqLﬁudwmmmﬁmwLﬂuiﬂﬁﬁwmmmﬂ
(Multiple futures) ‘Emﬂﬂi:mumwm@u’mmLﬂuﬂi:uqumiﬁzﬁ'quéqmmﬁﬁmu
Aendesannuainmananagaitasaniuaisannymllusun A (Future scenarios)
FINAUBDNLLLNINDUI ARG R9A (Preferable future) BWAZIINAUANUUAIAEITIAL]
meqwﬁﬁmmﬂﬁﬂmﬂﬁqmwﬁuﬁqmzmﬂrﬁu i, WU EgNATYIBINITHDIBUAR
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\Y]
\V]

nw

mieuco

paencufinsyic

(qo1 Ad10d S3Q) nue

arusLsLesLNeINsLuLNbNoeH 2 uun

=X 1l o a a ea val v ' r-dl
asagnismvuaiFniwlaunauazuanl RN slidaundessen s aauudas
. < s . T e
atinagnFauulaniiauduNgu (Volatile) laiuuau (Uncertain) dudau (Complex)
wazARNLATB(Ambiguous) Wiah Maniusatiadnlan VUCA (Kraaijenbrink, 2018)
lutFunaes DES Policy Lab nnsuasaunaniiununanAnylunisdanlé
AunulanavizatoentlnyunedlsinenaldgnAntiionnaaugsesnssesgnaines
anunsalifaqiiudanmawnaaazdas lunisiivustlszinudalaunadmiunisdng
nrzuqunnseenuuuulaunaly DES Policy Lab Munnzan weldaunsnasnaasse
ans A, oy g oA 4 -
ulaunghanandoslilssimaainnsniuiesearnidasienaaziintula luauas
. o " . - o o
waziiunisilasuulasrelanialud o sondeanunsnduirdeunisilaeuuas

Tilgnmeunanninatlszasdls

2.2.3 indooilomoadna

aunsnldlunnrdaasuilsz@naninaesnszuaunineulaunglanaan
nazLauNs e ssuied sz NN3ALATITITRYA N19aFIIN1THdIuTN nsdeans
LAZNN9ILNENAWIELNE NN99LATIZU Big data ﬁLﬁuﬁfﬂumﬁmmmn TedFungLiu
m@mmmmmwlun@uLﬂmmmmﬂmh Design Thinking ¥ lsinnsAuaszsiidedield
sy LL@”mimL@u@m@mmmmwm@@ﬂmLﬂumwwmwmmﬂ@imwmu Data
visualization g liuinnsuazgfindulanisulaungainismiiazi a deansuazindu
Talgeeneditlsz@vianm uanannil iesiieAaiadeasluniuuasdanisdasald
aenefirlse@nin wanmas

2.2.4 3smisasronisidasusouonus:sisu

1R En1seeeuimnssuwuuda (Open innovation) dqedauaduldiin
nsvLunsanl e TiTlandnededy nennadlafudeiaue wieAnEaulaLe
vidauTAns AR AT g AaLATAIANAINAN T T Tmﬂmm”ﬁl,ﬂusiir;”ﬂ@m’@q
Wetng dsenavinsinutamiseailay 19w nsrzaumdsszaay (Crowdsourcing)
wnannasun1sigdausnaanlai (Citizen engagement platform) vizatean1saanlayl
U N19snaaudedis (Challenge prizes) Wazn1391 Hackathon Seldsudalaue
wuaAAWIRNTIsunIeulautganaAlszaTuLal DES Policy Lab v dily
nstsziiinuarAnnendaiaue uazlinsativanuludinusing o u Runu iasetie



NM9AULAUUATUNINRIUIAAIA (New market development) Aslenaaan Nz
U8 AAFULATTUPARWUSANTINNaBIe LY s lantanislemNAnLiLi
adassAulaniua uazgnladszanauninau

dsrﬁ'ﬁnmchods:mn \

Wesdfjimnag PDIS lulduduldisnisairantsidaudaniudszanau

Tun1ras1aulaunecnunisldunanesueaulalinanivinndusanans
SLumma?Nmm@'quﬁfaiwdwﬂimwuummﬂ’mmmé“g 1 vTaiwan.tw
= - Al o a . | .

getunannefunaaLszamudunigaianlunissanguang waz Join.gov.tw
\{lu Bulletin Board dufufuisesdasaudyuininiefy uenannil 63
N139ANANIIN Hackathon iNamnANNAAIL(Idea) 11150 Civic Technology
sl “@ndae sanlutanisdugatiuanunu (Venture Capital) Wiiulasenis

. . da v 4 e . .

wimnsrunedaannlanuduld s denanedusadaeisaliniswmun Civic

&echnology waslinduimmnldetnafanszinn /
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:I’USLSLEBLHG‘lﬂSLUDﬂUﬂ‘(‘Gi—I 2 uun

2 3‘ NS:UDUNISDINLLIUUULsUIY
° uov DES Policy Lab

nszunuNeanuLLulaLnag sl DES Policy Lab dsznausmsdunaugnAty 3
dunaulvn) A Co-Diagnose (sanAtasauazmslant) Co-Design (Fauaaniull
uleiune) way Co-Deliver (FaN89891) T9UseNaUAIENATIASENNT TUADURS LAY

Faaamasaliln

Suouvae $ouaanuuu (Co-Design)

(Co-Diagnose)

Mss:yUs:audnyr
Identify problems

v
misAansavUs:slAuUYHI

SRR 1o dolong
- (Empathize) (Define)
nsdadonu

Team formation

v
nis@nsaulongUryr

Scoping & Framing

29 2 AENNTuaziATesiadmsunszuauniseanuuLLlaunaaee DES Policy Lab



Soudoudu
(Co-Deliver)

wunnaaovulgulg
Policy Sandbox

asnodssA ashodutluu
LusAQ (Prototype)
(Ideate) ALuzUNLgoulguneg

Policy

Recommendation

2.3.1 missounuldadedyrinaz:nxualongd

(Co-Diagnose)

Co-Diagnose vaanifaunuitiagailoym Aeduneuusnlunszuaunis
PoncyLab%qﬁﬁmlhxmqFﬁﬁ@ﬁﬂmumT@mﬁﬁﬁﬁ%ﬁﬂﬂiﬁﬁiﬂﬁhuuwuiﬁniiuﬁhtﬂﬁﬂﬁﬂﬁﬂ
tnenszuaunistaduloymiuarnvualantilszneudas 1) neseydsziauiloym
weuleung (Problem identification) 2) nnsAmAnsastlsziAulyun (Screening) 3)
ﬂﬁ@ﬁhéﬁﬁu(TeawnOrmaﬂon)u@:4)ﬂﬂ?ﬁﬁ@ﬁhiﬁyﬁﬁiu@:ﬁinﬁéqﬁu@ﬁnuwdqﬁhga
ﬁﬁﬂquﬁhLﬁﬂﬁﬁﬁumﬂﬂlnmmu@zaﬂiﬂlﬂ@%ﬂfﬁyﬁﬁﬁdtﬂﬂuqﬂ(SCOMﬂgandﬁBnﬂng
poHcydeggnchanenge)Imﬁuﬁ@quuﬁ?WE@z@ﬂmﬁhﬁeiﬂﬁ
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1) miss:yus:1Guidyrudoulovy
(Problem Identification)

nssrydsziaudaymdmsunisiauiuleungniaigazuanmieain
nsszytiymatnnaenauwaznatlszandaas wensym@edlauesinddulymi
at/luszaulasade Geindanududeugs Naadasiiuaisniadon uavdsansznuly
i Teefunresdszifudaulaunaaansduindauainnisuesauian dunaeu
anntloyin viraduipdauaInudmanNITy TELazIBaAAIY

(1) TangNdULARBUAINNITNBIBUIAR (Future-driven) nisxasll
feauandas TunsnvueRAnIeNsRENLNI99dIAN TN WM wanant dszihund

v dl 1 < % v 1 ] =3 -ﬂl -ﬂl %

wnliunsidasuilasetwaidauaraiaannriomelue o) edsdssinuninaades
fumalulagaana dwinlinnsdundeulandidulauneidunaauainnisuesaunme
p o g el - . g '
fanuanilunnnau lnanisldiznisananisniaunme (Foresight) NAnseUaun1sia
nuueerIARRLNIAdIUEN ) 2edspmdunszuaunisdidnynaisinsniinnldlu
s laneidaulanalpanisuasaunan saatsaasiandiansdiipaeusaeaun g
AANININLLATasHanIeRATiaINena U Tandniainemslug A 4.0 NeddTNNsTaLS
AREATARNANNZ AT AR LT

(2) TangRduiafauaInilom (Problem-driven) luanuzifeniu DES
Policy Lab tlsaniilusassaslandidaulaunadmiuilym uilaqiiusan daduloym
gAnynniatszadsanuazniaenauindslszavey Tnanasgaunsndauud
ffywiainnisaniiunisudlaludedaseaiisls nisnensavaaslandianannaziin
Bueunsdnlatloynesnadeswdt dunszuounstiassidayauaznssuianian

yal v al -ai v a =3
wastTymangldauladaudanivanuane dayauazaupavivainilseamiana
N1ANNTAAAFABIAINAALTL (Opinion mining) LazN3iUsANNARLTILTada TR
Feuiutemanisiidiuianeeniaiy i unaarafunisaseanisidausanesla
wazneaingasauun Wusu nsanilstanuAniuuasdayaanilszaauiduiiaz
asualinianvualangdidelaunensstudyuiiuiassuas s latszasunngeau
uanani NMsANteivANasnAdeaiLRANISUTEUN AT ITe YN AN aR T
seauend avdenalinisimunuazduirdeuulauiglaAuussaiiayuuazainnsm
aaulandfAneniswaundszmanlunauanaas Aaet1esdneizaeslandidu
waaua Ny ulandanasanfeanisuitiyminisuinisanssnissing o) Wnsaiy



AN BINNIT0 91TV TN visalaneilywidessuy ANAIMABNANNN
Aanauazn1IaanIsiant AR

(3) langnauARauaINUTANTTY (Innovation-driven) 1angvnia
wlgunafutannnsiamudanssuvisemaluladlug dedaenisulaunaungdae
duasuvisaniugua veanislasunsaiuaialaainuinnssuniauleunaainsig
UszinA Feundnszaaunns DES Policy Lab Wewmmnuleunefimunzauiy
ELmaetlssmalnesiterasiosiuy Lanant winnssianannannusanssunnedany
(Social innovation) a1nANAYIETTLTEN AL TNFIAN FagnnTNNTEN e A

nsenurnuniseanluuleussefuTR Lo

) & -
2) nisAansooUs:1audryKa (Screening)
annnisszytssiautyundaulaunadiesiu dssifuniswmuiuay
Toywsing o dausealdfunisdnnsesuazinarfuminudrAty e linszuounis
o = o 421 o < v d‘ A
AuuanlatnaiAndalaunInay InenisAnnsestssifulymaiunsaldiaraie
AnAARNIENWNUlEINEANEIY [ WwATAluNseBUNEANTaNTETB 9G]

uazNa 817 WHuUHAnaan (Fish bone diagram) N3 lduuvznanaALAINNEIATY

(Matrix) LLNuQﬁﬁuvLﬁm?ﬁmaush (Decision tree diagram) L0usw

3) msdadoiiu (Team formation)

mnmﬁzqﬂ@mﬁuﬂmmL%\m‘iﬂmﬁmﬁ?“umiﬁmmmﬂ?xlﬁuﬂagm
uda AsudasnAenissaeTiuRazaNsaduIpAelAsNIsUAZs IR LN
Himﬂmnﬁ'@mauhm‘mmﬁﬂmm TnennsdnsafinmsazAildenaamannmane
V?”qslwthﬁﬂmﬁmamqu Vi inEAUWdRNgTN inseAunsIae 1 vintra
nMIAUUAUlELNE FNHEAUNILEMIAANITUAZNNIAFINTdaUIN LaginEeAY
Pavia udu uenanit Aesrniliansadamsiidausasandifiannaiieadesi
Usziuloynidalanefinmueld lidaadudhas g ﬁlﬁlmﬁﬁmlumifmmumm“g

o g A Al 20 a ] '
LL@Z[F]"JLLVluﬂZ\!NLﬂﬁﬂm’]ﬂﬁ?ﬂHN@’]MVLW&QNL’&EI@’WNWﬂ@quﬁﬂx‘i ]

27

S3d

H, CCRUSTCLY |

onGneoe

1nsLu
buiuuibag ayl - qo7 Adijod S3A

LBUCOBLNR



Y]
(o0]

MIBUCONLD

paencufinsyic

(qo1 Ad10d S3Q) nue

arusLsLesLNeINsLuLNbNoeH 2 uun

4) msmKuauduwana:=ansaulongUryK

(Scopmg and Framing policy deS|gn challenge)

mumuuﬂswnfaumfmmmmfwﬂmuﬂuswmmmmummmmmm
nilag Warauaesnuazinseulaneddoymduleunsfiasiusauiy oe

amal = o a a d' o PRy
aunsnldisnisAnudeyanfanil (Secondary data) Weniulymnseanisuila
AauglliunisFaufaindeyadutlyund (Primary data) aannisdunimnivse
nsdpnszuaunsaAsLaniasuesAnNglugluuusig o Inefnuinnsaasaiia
o & v = a | o | e Iy = |

A lallesduissssnaAvesiiymsaniunguiRdouladauwds sz
A A % = % A o A a o o a Y \
Mneates sounesusndeyangaiuulaunevisetsnisniaignineqdes uavdes
dnamauleung pandnlawafiazdaaldnnsiiuune Linresn WU laune
waznissvylangdmsunisaanuuunulaung (Policy design challenge) saxiu lull
Iratnefitlsc@ninnuaznsatlssifudyuunnau

Al sMsuasLATasRanaI s g netssguidedfiiRnns
(Co-Diagnose workshop) LATRINe Policy canvas NN9AALENTLL (Systems thinking)
wazunuigRdaunaadas (Stakeholder map) Llusi

2.3.2 missouaanuuuulgurgaisistu: (Co-Design)

Co-Design IudumenresniseanuLLLATai gl atn iy
fax dsznausaenisinansdiladayvuazaansesnisresnguidvuniaadng
Anda (Empathize) maﬁqmmmﬁmﬂxﬁ%’mﬂaLmé?”\i‘[wm’zi’mé”umi@@ﬂLmuu‘mmﬂ
(Define) TUanutan1399uua519829ALUIAA (Ideate) waTAFINALRUUEIUTsUNE
(Policy Prototype) v ‘ﬁlﬁﬁnﬂmwzﬁ;\i%w:mmfmm@u‘ﬂ@m’mmﬁﬁmsﬂﬁ@mqﬁ
UaeAnsnn

1) 11?0 (Empathize)

Empathize Aanisvinaansidnlaioymn nguidunng uwasgidauls
' a | = &4 o o o o v o o o
dowanadwanis auduialadiAnylunscuaunisaantuuinliaanudAnyiu
nstindseanauiluagugdnany (Citizen centered) nsvinannuidnlanguulmunaay
mlinuudnnsuazdnsanisdnladsaonufaniindn uazannusasn1saedLsesmu
Yo a 42' o £ 1 £ = 42’ &
A3ULFNN9NINTY nevinAsd latTyuietinssaudiu anas uaziluesdsan wu



sngudrAnyianinllgniseenuuuudnnssuulouenainnsoudtlymiaeangs
AldlaaeinailsrAnsninuaznseqn
° o . ° a o ¥
n1sinaNidnla (Empathize) avunsnvinlataenisidudld (User
research) TUTUNIFANHINNNDI WOANITH UATAINFBINIITRINGNITMHNELAY
gdonladomds dhunisasiiuninadunanisnl wane uazdonlszaunisnivie
Jesnagluaninuwandanasedoaiauafnidandng ludndu anisdeainne
vivdeyaangidasanyuasAnedeyanfend (Secondary data) 619 7 1w
a o 1 k7 & d! 1 v v L 1
uARE uazunasieyaseulad dsazdoaliidnlagniunisalifoyunlunwlng
~ o aal . A 2 P o Y o
Feufarnasuilailoyun (Solutions) NenusnvislueAnuazaqiiu sauviauinnasy

WrauulURNA (Best practice) Tusinvlszinavzaniadandu o) Agninunldlu

a

v $ =S o/ o 27 1 1 v 1
nsuiayuneaneaasiu i liRunugeddn (Gap) wazlenialunisainaasssiva <

AR ENISHAZLIATRINANEINTaNNI LT TeuA nnsdunwal

(Interview) N9dainan9nd (Observation) N93antlszaunisaivsadafang uusum
a34 (Immersion) nwﬁﬂuimﬂr:ﬁmmm (Expert interview) LLmuﬁqﬁﬁdquLﬁﬁfﬁm
(Stakeholder map) waziuuNIWLszaUN1TnduaE 1 (Journey map) N19ARALENTYLIL
(Systems thinking) e ATYTaRar 8 (Deep listening) N3 k4 aiTalsun i
dayarunlvey (Big data) LL@:*}T@H@%%qimﬂﬂa‘szﬁu (Citizen-generated data)
wisnsileRatia iy Lﬂ?’lmﬁ@zﬁ’ﬁm‘%ﬂ’]ﬂ,mmmwﬁmLﬁu&ﬁﬂm@ﬁﬂm’mjmﬁ?mﬁﬂ
Suiladszanau wdesileaendasaanuAnuiiv Lmeﬁfﬁ”ﬁ%unﬁﬂqﬁ (Secondary

research)

2) dolondgaHsumisoonuuuulouie (Define)

nesalangdnusiniseenuuuuliune Ussneudanisds EQEVIGHE
mvl,mmmumum?mmmmﬂ@ﬂmmLmvmmﬂmmm (Empathize) mummmﬂ@u
NIRANIN LA mm@u‘lﬁmm@m delildnTennnadnladan (insights) Ay iy
Asimunlangdmitniseenuunuleug fagldidulandiaduluszanaanuan
(Ideate) ieAnduLTeueieudlatiymsiely Aefirasdflaalunissslangdduiy
nsaanuuunlaung Aedasziaunaasiiyuietasanlifnuestlym way
N19921)9P"1EA (Leverage points) duiugaluszuufifien/deuulasudaanunsn
afanansenusieszuulagelagldusaimenisamuion uanannil enaldnsadrensey
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e Z uu

ANAR L (Reframing) Taiilunisuestioymsiansauanuaafisngldanian il
Y, . . T .
annsnssAnNsetiyfaeyuneslvd feasinluglandrounainelanialus o
TunsuilatTym
nssalanemawaznseqaiudndpud1 Ay at1eiesionisaineasse
Al a a o o & o = o o 4 = 5
wleynefitsz@nsnm langinvuannaniugiuaaudnlanesiugldaenednis
= A \ - ) vl @ R
uazniaiuadanlasaasilywiadrailuedn azdaeldnumiuilannawas
v d‘ £ 1 v v 1 o/ o‘!—dl :j/ d?l o
A eTultunsasesssiulunsutlaliasnedniay Tanemasauasnsnuliu
4 vy A : o e 4 a .
wasulavnidelusyiinanszuouniseeanuuy MNENIsALWLIEe91 viza AN e
udinau
Aaad193anIswastAsasiandInisadinld Taun wnuds
szaunisalif 14911 (User journey map) Nsainasiaunue l497u (User representation)
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(Define) TaaldagAnLULBILNTY (Divergent thinking) wsantsAaLULLLANdNse

| v 6 va a - o JRp

psdul1A i o uazniuliifanisuaanisdenanuaneniiacumainuaig 19x
luauuanienudanludanniasinn I8e1AtANUAINNAEIBIANIETINTULAL
guindannszuaunisiiyunes vinse uavilsraunisauansnanulunisainaasse
LAZABEIAAAINNAATIILLAZ

d e o da v < -

e LI AANNLFHININ LA UANNUANE LAY A4 LAY
o A a . Aal o v A a a
ARABNUUIAR (Idea selection) NHANaNWgsluNsmeulandlaatinediilszAntnw
dl ° [ % 1 o A a 1 d‘ v a
geazti luwmundusunuuuleunssely nsdndanwurdadutasnainldns@a

P a a o a =2 q 9 a . a

wuuderanisiauuuandula (Convergent) @aldnisisviiuaniAnzauionnine
a = ~ a & v a , Ly oA o
Aansaunianansenunataaziiadunazaudulllaase daulunjudn Auudmng



, P a o . o A a ¥ A a A a
arliiRanisanuAALAgY wAazAnlaanuuAnlFuAe 3-7 wWurAsNaluN1LTe
A . o A ! 5 ¥ ¥ o
nadan (Options) Neuleung waztinnnadenwaillgiaiunuuuasnaaesiy
nguulmang udainguulunnadudindulaiiunisliaoudaiudmisaenle
PazRsv@nininuazarunsanaulandliasnauiase
Matndsmsiazirsasiiananngatiann g lawn nnssaniuasaase
(Co-Creation) N199¢ANANAY (Brainstorming) 1iATUWUIAINNARA (Idea card) ANART
maﬂﬁmuuﬂquﬁmiu (Behavioral insights) WazidmnasuLLLILlm (Open innovation)

4) misasioauunuuisoulouvre (Policy Prototype)

NN2AFFULLLIEIUTUNY ABN1ITNENBARUIANAANWNUTELNE AR

"y
a K

A v Adl 1 = o o a v 1 o
wanlileenudugdsssuiiadasiuuinnslunsimuiuundnlinseanadntisau
uarldlunsmaseuuazdearsuurauaniunguiuneiesuRsANNAALTIY

° o o a vaa & o X
wazthanUsulseimmuwAnlimaeay gluuusessunuuulainegausoinlana
N124519AUBLULTINILAIN NIFAFIAURLUAILAIN NTANIFAFIIAURLLLT
dszaunisnd dranisanassanrunisallifldlinasaiulszaunisniannuug
ANNANT N9aissuuLLAYBRNAINNMIaFuLLLR A NaziBeatiae Tdnuuas
nanlunnsademiienagauanNdull s lussauuunAn (Concept) Aunquithusng
1 U &I v Y a = U £ =3 1 v U d‘d =
e udade lEaufduuaadaudulliduds AsdesaisfuluuineaziBen

o & 4 o P z
N ndaluienageuliulpeneazidenrasulauneiusiall

AR89 BNITHAZLATRINANFINITAUINA LT TALA N19aFeFuLLL

1T9N18nIW (Physical prototype) N4 19 ULLLIAEININ (Visual prototype) N1363514
suluulszaunngod (Experiential prototype) WHREINIZLAUNNINIRILNT IHLTNNS
(Service blueprint) WAz mﬂ%mmm@"mmLL@:m?ﬂf]a“uﬁuﬁ(smryboard) ANART
ﬂ’]?@@ﬂLLuquaﬂim (Behavioral design)

2.3.3 misnaaauua:douaudunuuulgurg (Co-Deliver)
Co-Deliver sznaumenisiduwuuudanssnlinaseununguivung
(Test) o (Iterate) Lﬁﬂﬂa‘“uﬂqj\ifé’fmmumeﬂa‘uﬁumqmﬂuvlﬂﬁ ANTAARLN
ALUzEaRlaung (Policy recommendation) NAUAZAINALNARNE U121
nanAugnIsiuuauulaunaanssussall ueNaNil Auushnsanansanagey

31

H, (‘GI’IUS]ICL_L‘J 8Y1.A0110d,
Buluuibag oyl - qoq Ao1o4 saa oS4

LeucousLnainstupnlnoe



w
\V]

nw

mieuco

paencufinsyic

(qo1 Ad10d S3Q) nue

arusLsLesLNeINsLuLNbNoeH 2 uun

. - & , da
winnasndaulaunesinununnaaeuleung (Policy Sandbox) NNNIsHEUAAILN)
suilevivadasnismianguuns ielimsnzansenimaaes Gauf uaznistssdiung
naznuTBsuiAnssNsanguiinmnsuas iR g lAdawAY neunisuenanalundng

1) misnaasu (Test) uaznmnismasa (Iterate)
ANIMAGaL (Test) AadumauN1TLUIAAUTaAULLLTIUTauNe T
Y a o/ A 1 val F 7N al v o QI dl v a v

naaasldaseiulszaauranguiiunnauaziidonlidouds udordanlazeug
annszuaunsnageuNNUfulAuuuuulaneive Weeulandlantiau nnsmesaw
ANNNIDVINIBNTLANTD (Storytelling) NITUAAILNLNANNR (Role play) Wie
n19ai19dszaunnsal (Experience) Na1a848n11n170fasaNaziinTuaInn1suin
u‘llﬂmﬂiﬂﬂﬁﬂﬁ ‘medwmsmmmumsﬁmizﬁmmmiﬂﬁzﬁ"uﬁuﬁ’mm@%ﬁuﬁmi
wsatlszaunisnlidawlaunetiy | udaaeuniuuariuieanuAawiuannguiuae
d] 1 val o/ £ 1 =3 v YR dg/ QI i’ vl
Feazioglinnuinnadlanguihunguaznauteanudesnis laanaseea laEa
vi o nq A v s o A . o v - Y e oo
fnaslavisaunnpnlanaeulandlan Aslanaasliuilgs viamasauian antiuagngs
A val [ 1% A X X o o a o vaa &
nlaFaufuararudnlananaunndiudgeimunuuAnuarfuiunineau was

\ a Ay v 4 A a a
wgiansausianuAai ansautlafoymldaenedilssdngnn

MATTBNNINAADY FEUF Lazn1sLiulpauunAnfiinTuasaudaiaa
ABNMIVNT (Iterate) Ta09ATUMINTEUIUT IANNUIRNIANNNIANENUIUUIAAN
ulauneldanysninnnauies < InemunanmuuuLIzAULWIAANNTEAZIatAsN
uazanagialdansnsnmaulandnguuinmanglfaeinauias lUausfiuuuuuinngsunig

A = A o ~ - 3 ¥ 4 A a a

ultinendmuavdanguariAnan niazaaulanganuinmelaeteiilsy Ansnmn
vy, e A e e . .
193 N9vnanaly LﬂumeLmeiﬂ@uiﬂﬂiuﬂga ALLLLUIRANTTN (Prototype) IN11i1
wranaumneanInaL U g R duneun1sinaNdla (Empathize) dusialaney
(Define) ¥3adUaF19%99AMUNAR (Ideate) TABNARE NFZLAUNTWALILSANTINNIG
wanneasldidudunss uain1saunaunIing e Wkt name e arlamuuuy
ultunepun ngenansdesieliuimbenudinmvretilinasesfs luann
wandaNLan (Policy sandbox) Aaly

Aaat193gnIsuaziAsasliangn1sainunld leud nmegeu
\Jasiu (Internal test) NsnagasluLFLNA3 (Field test) NIUAAILINLMEANF (Role
play) Uazn1TuanstayasenNIW (Data visualization)



2) wuinnaaavoulsuie (Policy sandbox)
nnaaestuR luiuinaaeaulaung (Policy sandbox) wlunisaing

©

1
a o o

undmiuneaesulaungluniadfis Alseuesandaay dnisldngszidauvse

e =),

o o '

g odd o4 y v e .
fotlaALRNITUANFANAINAUNEY ) IiNen1TadeannundeniEangy daansi
winzansaniImasesuinnssuideulsunalud o i ianunsadssiuaonsdul I

= o = v I o o o
warAnmanwuzaasnansnusefidoulddaudaneir llwmuiuasnaniug
nsmvuadurlauneansisausluszaundnasialy (UNSGSA, FinTech Working
Group & CCAF, 2019) Tngivuinaassulaunamisidanisiiansansssialii

(1) PagAnthiemnndaianaesingLssasdiazanimeresinng sy
4 . & " " y .
azihlinasasluiuinasasulaingdisasnisazudymerls uazfaenisiiuns
nsgnuiiluadigls
= o o A Y Y
(2) PasiAnudaLaulunNsARRenuATaNLLLLNUI NI dn TNl
NIINARD
° dﬂl dl = Vo XK v v a a
(3) masinuuaiunuarngszilleulidaausutsdesniduuar@nsdau
YAAATBE LT
o X o o o A = = o
il Whusnadidryaenisdvunnaassulaung As n1sAneszAy
= = a & | ;o= P T
ANNIAENLATHANTENLNEIANATULeIulsLNe K neuds NN e sz Tunvae nvi
gadunisdos i vuaulauiaaunsonsase LA s UNANA AN ENI9UTELY
I iflunisAns i lgdeiaueuizrianiaigdimsazaneulsuiemiuguaninies
e i wieluasnnsnaunsninun 14l Policy Sandbox 16 AansmaAsaaLLLEgH
TradinguAauAx (Randomized Controlled Trial #3@ RCT) (Banerjee & Duflo, 2011)
FeEnldiuunsnans lusnatszmadusiunimeseuuaz sl gaulaunasn s

misdoudunwawaa (Deliver)
NZ\]Na[ﬂ@’mﬂﬁ‘ﬁu’)uﬂ’]?@@ﬂLL‘].I‘].I“L&IEIU’]?;I“II@\T DES Policy Lab ﬁﬂﬁ’]')ﬂ’]ﬁﬂﬂﬂﬂ

£
o '

FaLANILLUIUA1T Co-Diagnose auia Co-Deliver AafuuLLusAnssnidaule e
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(Future of working in government)
3.2.1 TongarSunisaanuuuuloviy
(Policy design challenge)
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User mapping

Self

motivated
y Optimistic initiator

Enthusiastic reactor

Passive - Pl Initiative Confident explorer
2
Directed optimist
A 4
Externally
motivated

M 13 Uszinnaseypans

1) The optimistic initiator 1jaa nshasnuiunisilaauula
a d?/ s Y a QI o ' dll o v a t:i ?/ ! t:lld
AaaulueAng udssGumaslsuwatraiarinliifaniswasuulasiu Wunguind
WNHANAUANAIBNNaENWENWINIINNUIRRTY uasnaNNaTNARBA BNV
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2) The enthusiastic reactor iaainsilipnusouiiely
N394 WANWIBIANS UALYINgIUet 1 ANT Wadinisnsziusae@alug o

3) The confident explorer 1AaNsMFANAINITNUBIFLDS

Py o I

gauargnzantAuduly s o

4) The directed optimistic yaansineslanluuwd@ Jiang

o v lﬂl = % v U o & dl

uressioies niannazmauiudanas o Wniesdnsanani il Gae o

55

S3d

H, CCRUSTCLU

onGneoe

1nsLu
buiuuibag ayl - qo7 Adijod S3A

LBUCOBLNR



| &

qo7 Adliod S3a oen

pLARINNNTUCCOesSLNSLU € uun

' ' ' v
a0 o A

Annsdaesviteya denutlsziiunddniiiulssiausannyaaingia 4
dszinnsingiannud Aty Tnsasnsnag s
1) misidabusou msidausanresarlisnienumienuiinenteuay
szaau doaliiiaanudlauasimueulinauaueanNaAeINIsI89ssanTy
lenau
2) A2 WNANDTD v liAuiustiunialalunisieuuasd
AnuNAnH lale lAFANd NI LTedsaLeRAnIAAadIA
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] ' v K v 4?/ = ] 3 1% o
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& prototype)
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1) Scenario 1 amumsaudnna (Crisis scenario)
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3) Scenario 3 amumsnidunna (Ideal future model)
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auAnidaaninnfeeinadugangn
- -~ -~ J [~
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Amfunsafresuuuunlaungluadall azssiuanizniseanuuuniaune
g miuanunsadinga (Crisis Scenario) kazan1unsadmNLnF sl (New normal)

1) duunuuulsvigaisSuaniumsnadnna

'ﬁuudfmﬂmWﬂzi’ﬁﬁmmﬂmzmmmiﬁaﬁ@L‘ﬁmmﬂ:@;ﬁ@LLazzﬁ“\mmLm
R (ant.) thinanisdnsainnisaifiunisiseshildiiudeyatsenaunisdnin
“gilansulfRnanisuenaniuir dvsiduumsliuisanuressgildusd
lunsaiedmuassunisineugtuuyud %'qﬁﬂﬁiﬁmummmﬂﬁﬂﬁqmm’mswu
uazdasmaiaTaldnniinninan aeliadudeadanfifeulazs o dwinew
U Tmm@wq:@ﬁm@'qLﬂuLmeN’lumiﬂﬁu"‘mmmnﬁﬁﬂ@’wﬂ"ﬂ (Work from home)
Tuanunnandlada 19

ﬁﬁnnﬂuﬁﬁ:mﬂmnﬂnwﬁ

@ oy, e

n:'.ﬂ'\.rllli'\..llu:h-!.ﬂ.ruu.
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(Work from home) Tuaarunisal COVID-
19

* Heguered

arud 1 asesenrnol Tyl s il Tudmsno (Work from Home)

s flbsaunrad tun vl d8a el el udnume (Work from Homae) wiatal (Tu
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2N 16 FRENULILANIIANGANTINUATANNARTILAAINITTY
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uanannid m’fv'fal,ﬂumiﬁnquﬁm@mmxﬁmew’mmaui"umnm@r;ﬁ”nﬁu
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fanaitldsuannisdrmaazthan g lunimunauiassavduuu iU fiia
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N19ANLHUNNT (Review) (5) da9tlsziiumg waz (6) ﬁqqéuz«gmmiﬁ%ﬁumi (Exit)
ANINANUAN LAAIANBENILINTNTBNNITaRNILULLITAUNNTINNYINY
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AINNINARBULUIAA (Test) Lmza*uﬁqmmﬁmLﬁmmqﬂmmmma‘“gﬁi@
wWIAANsUIRUAN 6 Fapedtlsraunisainisinanusenans awmnsaiaueiiy
aneuziuInIINeBluanunisafing nansadiunisafeassAudnngsy was

= ° aaa o 1 o a s o ! lj/
Nﬂ"li‘u’]WlﬂIuI@EIL’WW‘VI@NW"MH‘B’W%QEﬂ%ﬁN@ZﬂQﬂluﬂqi‘ﬂQUﬁN’]u pame Uil

(1) Meaningful work: aisliiyaainsniasgiinauniagilaciig
miv‘mmﬁﬁ@mm’qLmzﬁmmumﬂrfi'ammrml,l,@wi@ﬂimwu
- adalenalunisinadgssduaziaueuuannudnlmideilona
ﬁ@:gﬂﬁﬂﬂ%@?\i Taeild Digital platform (umislugemiaisanalndmsinisde
FuuwiAalud ) andrmenisuazyaainniaignsEAL fenaifluuuaAndmiy
nsdfudlensnieniafy wnAndaulaung vreuuaAnlunisdfudensruaunig
veu tneunanwesudeden laaiudiiennalunisindula uasinalnnnsdniden
atllayu wazkanAuuWIAR llgnisUliRass
. LLﬂqﬂuﬁfaqusﬁqﬂmmmm”gmmimm”wmil,ﬂz'ﬁlwl,l,ﬂm
Fawanld drudesmnsparanazdedaueeulay

(2) Co-create with citizens: ynausuiuniagausing | uay
aulnnglaagindssamuiluguenans
. mL@?ulﬁﬁm?mﬁuﬁLﬁﬂv‘hmmL%’W’L@miuLﬁwmmm:ﬂmmrﬁ?ﬂLuﬁi
naveanwuuulane
« a¥rannsiidousanannnguiliunnsuazdidoulddawdslu
nreenuul Wawn wazdiudgauleuneuaridnisniady lnaldunanesumaia
AnsuaFansRdausaniulseanau (Citizen engagement platform)
« euINALATeTNEuATITULTIIARINAIAGIUENY 7] T1N19979
ulaunevise liuinisninsy

. dadduldinisdavneudszunnuudiusinniutasmnanasia
(Digital platform for participatory budgeting #1iLasAnstnasasdauiasii)



(3) Encourage creativity & build innovation culture:
AUATNRIANITULAZNINNNUR LA 9d TR
- d9LE3UNNINAAS (Experimentation) WA K ] L1 wsARTauTeLNe
wazuwIARd LN LEN19nAsT nenazihldudnduviedjiRase uay
AUATNNNIFEUFAINANEANAA fmLanﬂgLﬂmm’mﬁﬂmiﬁimwﬁi@mmﬁumm
fiAnTuannmaaesuuaAalml 1 \esanagyinlsiyaansniasylindidas
Lardad3unITaeaUN Gauainauianatnesnsdllnsann iivelsyTameily
MBI ETIES 0N
« #91431 Digital platform fmunnsuanulasuaoudn auetlszidy
Tyun uazainassAluaAn v
- ahaannuIndeNFanan TN anRUNsaiasd Lavid
UnanftdviunimmagaununAnll 1y Iuisuadeassd (Co-creation space)
u‘?\@ﬁmﬂﬁﬁﬁmmfmﬂﬁm (Innovation lab)

(4) Agile Government & Essentialism: uilunisvineu
atiefantu viAsiidaty andeilaiddu
+ WRWITTUUNNININIULB931TN19EN19VNUR UsE LU RR iAW
NIMIFUNAN (Digital by default) ununnsldianananazanm
- dadslifimeiouiithuieraouuenaauiitedanlssanann
wazandanguluniminey lnaliiuuuadnasla N?”UUHW?TJ?”LN%N@V]N\W@
@uq‘wﬁ'ﬂm\musl,u@m:rmwmmmaﬂivmum@Lmu Objective Key Result (OKR) uanannii
ADSEANEUANAN LY 1118 TRTINT URATITTTaYA AN1T0eYnIR
Iiewfituldidudadung drunuaiayusing q Adaausdudesianulu
fineududanlng WiRasanneheuiithumaausnzas
- Ufudlgs uasmunngsviday IML@@mmimmummﬁmm;u
psassn uazainagssd noidunisdiudqauflanguanengsdaufiiaades
iese9FlmvianLIL Remote Working wazms dmidesmn sianalasaasafin
« dasuNINRILYINEE (Skillsets) 3aAA (Mindsets) WaziA3eLAR0
Aavia (Toolset) slﬁﬁmmw%’@ﬂwﬁwLﬂ?1'ﬂushuzjﬂWiv‘f’]\mumuixuuﬁaﬁ’@ ogaasy
nsvieuatheanguuaznisiuuenaniui (Remote working)
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o ulguvrgansisnusHIuLLtwaawasuadna
(Citizen engagement platform)

3.3.1 TongaHsSunisaanuuuuloure (Policy design
challenge)

AMTUIVNTINTNNTULLNAIUTIN (Participatory governance) vinflumiia
Iuﬁﬂ%ﬁﬁmm@w@”ﬂmiu,@zu,mm\inwu?miiwnf]il,l,r;iuawmvlmﬂ?;ﬂmﬂg%\i
Tuuuanlauneg fanguang wazuuadfiRdmigausaniasing 7 ieimmuszy
ﬂ’]‘iﬁ’]Lau\ﬁuﬂ‘ﬂ\ﬁiiﬁﬁﬂ’ﬂmﬂ‘ﬂﬂ?‘].lﬁ‘i.lﬂﬁhﬂ’]?‘ﬁﬁﬂﬂdﬂ “UANBITNIALIA" 970
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Tutlsynsiiuils wARNITdET LN LMTe A lufan19nATY Ded
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unnadlaitd “dausan Wifumamadledldiduniiunumliugnenesiig I Feaz
Lﬁ@qalﬁ’ﬂsmwuﬁﬁﬂﬂmﬂLflu “wa TR (Active citizen) A “Goedau
591 uGes091” innndnsflulszauiidesuasiednGesianisdanuss
m@qmiwﬁwﬁmmi“ﬁu’??fam'qmwmﬂwiLﬁmﬂwL?mq

lulszmsiaes LLuqﬁmrfT\m@mﬂ”\iLﬁ@g@ﬁifama*ﬁum'r?:'faumum'aq%ﬁ‘luu?m
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lutlsznisgaving fanpaufiantiresnaluladnaanzetneialy
ANURATIA ﬁuLﬂuﬂ@f‘?ﬂlﬁ@qaiﬁmﬂ%ﬂmmmﬁmmﬁqmemumqmﬂuﬂ 71
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dsrraulinduannanniiu surisrsdnnguuLlssnmaesiadesie o ivediesie
MR uazdeFanIsdenaInesy i siadanasiunisdne malulat nnsinwes
qunw Lusu

69

S3d

H, CCRUSTCLY |

onGneoe

1nsLu
buiuuibag ayl - qo7 Adijod S3A

LBUCOBLNR



70

KUD80VIUNIASY “IDEA XCHANGE"
Platform

LdudndUAQLRU @

qo7 Adliod S3a oen

pLARINNNTUCCOesSLNSLU € uun

GovHINsUs:1Gu
twooonulsuly

sausauua:o“onajuna'luﬁmﬁu LdasuAWAQLRUNUSEBIBU

!

S1ASIERADWAALRU

wasRidoutNgdTa0

1 1daualolqe
mKruaUs:ziGundoonis .
ponulsuigatuauu ons:rj (MHUas193a)

AalaonlolQy wWasuAdwAaLiuINUSIBU

T (EENVERIelb)]
woIstUNToLGeSOUNUNNKUIE
JoUvAUS:LTgU 1lazouus:uinu

1 Uszsawaisni

(s10) ulguy

1

1auo (s1o) ulguny

1athus=s1suavud

La:lEuDAWAALRULAEINU

(s10) ulguy

unfu/Usudso (s10) uleurg . _ -
wamsmus:sIwolsnd

WU

-~

oonulgule

Nl 17 wuanelunisld IDEA XCHANGE Platform iveariayunisaanuleunaansnse



2) MSWUIUIS:UUNISUSHISdaNI1sUayaua:zs:uu IDEA
XCHANGE Platform

(1) Anvihanndnenssugudesya (Database architecture) IneiAsnzl
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_ Stage: Feedback Stage: End (User)
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Stage: End (Super Admin)
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DES Policy Lab

szuLTAilensvinem (Ecosystem) watatnanisinauiiusazmiogena
ﬁuwmwﬁ'LLmrwiNfTwafaﬂiﬂLwifj”\ﬁmLﬁwgu%qﬁuumﬁuﬁqLﬁuizuuﬁmﬂmqmammﬁ
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e mﬁmmmm%mmn;udi'al,mﬂLﬂﬁlﬂummgﬁquiﬂmﬂﬁaﬁ@ LL@zﬁﬁﬂﬁmﬂdﬁﬁu
Faflunsaiasetnauazaanuduiugszudnsednsi DES Policy Lab &1x190
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ARdcusanaieassd §URUR uasdinuaulauneidoulunisaiaulaungnadia
sanriu Tnsuuanefianunsasiiunnsle i mﬁm[;"qﬂuﬂ‘ﬂi”mumiﬁﬂmuéwﬁu
DES Policy Lab me/\dumAnendtiu itesesiulandulaunauasyinaudeysnnnis
wazazndumsafienuilaldiiimsnuiusinefiarunsosuiudipaeuny
iemaulandiFaulineldloans uazamnanysanmetrumandiernduudanasy
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394 NasniieuTes DES Policy Lab lumse funssanrudfdauandes
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& Co-creators) (2) HUJ1IA (Implementors) (3) fAMnuaulauie (Policy makers)
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9 19 szuLtiAluniavinguaes DES Policy Lab

CO-DIAGNOSE

Problem Identificatoin

—

Screening

Team formation
Scoping & Framing

POLICY CO-DESIGN

CO-DELIVER

SANDBOX

FINANCIAL CONTRIBUTORS

(POLICY RECOMMENDATION )¢———

Vv
POLICY

4_

v



INFORMATION CONTRIBUTORS

& CO-CREATORS

data

domain knowledge
local insights
diverting mind
beneficiaries

IMPLEMENTORS

mandate-based
area-based

/

POLICY MAKERS

policy design
decision makers
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Nauuauudoyaua:
pidcousouasioassA
(Information contributors &
Co-creators)
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aanuUL 19l fatiuayudasauas Co-creators faaunsafiunumlunistoanagay
a . U dl Y a d‘ o 1 dl ) o [~3
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¢« Lab as Advisor

« System changer

« Digital Policy Innovation
Knowledge Hub

Citizen engagement platform
« Policy Co-creation Space

« Grow innovator networks

« Capacity building

Starting up}

« Setting up an agile team

* Lab as enabler

« Create champion project

« Buil policy innovator networks
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% Introduction

to Policy Lab

Our global community has and will continue to experience severe and abrupt
changes in technology, the economy, and the environment. Such changes gen-
erate both new opportunities and instability for citizens, society, governance, and
development. In early 2020, the rate of change we face has dramatically increased
due to the outbreak of the new strain of coronavirus (COVID-19), which has spread
to many parts of the world (BBC, 2020). The COVID-19 pandemic has not only
changed people’s way of life around the world but is also an important economic
“turning point” that widely affects business operations at every level. It is also an
important stimulant for rapid digital transformations, which are drastically changing
the way people live and work. Therefore, it can be said that the large-scale results
that will occur in the future are behavioral changes and adjustment of the global

political-economic landscape to the “New Normal” in the Post COVID-19 era.



and severity, it has become a major challenge for governments around the world
to effectively design public policies that can keep up with the pace of change and
complexity of current problems. Tasked with the role of managing change, balancing
society, and stabilizing the country, governments need to adapt and seek more
effective methods for developing public policies that can efficiently tackle modern
challenges and respond to the needs of people today and in the future. Collaborations
across sectors including government agencies, civil society and private sector has
become crucial for the success of public policy development and implementation.

One of the new policy development approaches that has been gaining
international attention is “policy lab”, a space or process for experimentation and
co-creation of public and policy innovations that can meet needs of people and
address economic and societal challenges of the digital era in a timely and effective
manner. Key aspects of the policy lab approach include putting citizens or end users
at the center of the policymaking process (citizen-centric), focusing on testing and
iterating policy ideas (experimental) before adopting and implementing public
policies, and engaging key stakeholders, experts, and relevant parties from across

sectors to participate in public policy design process (collaborative).

'BBC. (2020, March 11). BBC News. Retrieved from bbc.com: https:/Awww.bbc.com/news/health-51358459
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Policy lab is an approach, a space, or an agency for co-creation of policy

What is policy lab?

ideas and public innovations that can effectively address citizen’s needs and
tackle complex societal, economic, and environmental challenges of the digital
era. Important characteristics of policy lab include holding people or service users
at the center of the process, emphasizing cross-sectoral and cross-functional

collaboration, and conducting experiments to test and refine policy concepts

before policy enactment and implementation.
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Globally, many countries have established policy labs, such as The Policy
Lab (UK), The Policy Lab Digital Work & Society (Germany), Design Policy Lab
(EU), MindLab (Denmark), and PDIS (Taiwan). According to the survey conducted
in 2016 on Public Policy Labs in 27 EU countries (M Fuller & A Lochard , 2016), 65
Policy Labs have been set up in Europe. In Thailand, although there is no policy lab
that has been established as a separate unit or organization, a number of public
organizations have started to initiate various innovation lab projects that apply pol-
icy lab and public innovation lab methods, resulting in new development of policy
ideas and public innovations, including the Office of the National Economic and
Social Development Council, National Innovation Agency, Office of the Public Sector
Development Commission, and National Higher Education, Science, Research, and
Innovation Policy Council.

The necessity to find new approaches for public policy formulation that can
better respond to rapid technological changes and complex social and economic
problems has given rise to policy labs internationally (Bailey & Lloyd, 2016). In
addition, policy labs also help to promote cultural and mindset changes in public
sector towards innovation, agility and creativity, which enable governments to adapt

and respond to rapid changes more effectively (Kimbell, 2015). O

/What is policy innovation? \

The meaning of policy innovation encompasses both the processes and
the outputs from the policy design process, which are as follows:

1. New processes and methods used in designing and developing public
policies that can tackle complex challenges more effectively than existing
methods.

2. New public policies or strategies which can solve public problems

Qre effectively. /
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Digital Economy and Society

Policy Lab (DES Policy Lab)

Office of National Digital Economy and Society Commission (ONDE) is an
agency whose important mission is to formulate digital strategies and policies for the
development of national economy and society in correspondence with the context,
situation, and national development strategy amidst global changes, both currentand
future. In response to growing demands and complex challenges, ONDE has initiated
the “Digital Economy & Society Policy Lab or DES Policy Lab” as a mechanism
to support effective development of digital public policies for Thailand’s economy
and society in order to achieve the goals of the Thailand Digital Economy and So-
ciety Development Plan. The DES Policy Lab approach emphasizes co-creation of
policies with users, stakeholders, and experts from various sectors, in accordance

with principles of public participation in the public policy process



2 ﬂ Key principles of
o DES Policy Lab

Principles define the mindsets, methods, and culture of the innovation
team. Therefore, the formulation of clear working principles and adherence to such
principles are crucial for effective policy innovation development. Through an
in-depth review of the key principles applied at leading international policy labs,
integrated with the study and analysis of Thai digital economy context, the main

principles of the DES Policy Lab are defined as follows:

211 A: Agile Policy Making

To effectively respond to continuous technological disruptions and highly
dynamic and complex social and economic systems, DES Policy Lab needs to stay
agile, flexible, and continuously learn and improve its process, performance, and
outcomes. Agility and efficiency are achieved through reducing complicated and
unnecessary tasks and procedures, enabling the innovation team to spend their time
and energy on what really matters - creating innovative policies that truly improve

people’s lives.

212 B: Experimental

The DES Policy Lab is a safe space for experimentation, from co-creating
policy ideas to testing and refining policy prototypes. Such experimental approach
enables the innovation team to learn from both successes and failures. Through
lessons learned, policy prototypes are then improved and developed until they can
solve problems or meet the needs of target groups and stakeholders effectively. Due
to the fact that public policies can greatly affect people lives, testing, assessing,
and improving policies in safe and specific environments where impacts from the
policies are limited before policy enactment and implementation will help to mitigate
the risks of failure in the real context and increase the chance of success. Thus,

experimentation helps to generate public policies that can solve problems and meet
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the needs of citizens more effectively as well as allows the government to spend

public budget more efficiently.

213 C: Co-Creative & Citizen-Centered

Public participation can happen in many steps of the policy design process
(Arnstein, 1969). However, in the current policy development process, the government
often considers citizens only as beneficiaries or merely service users (Bailey & Lloyd,
2016); therefore, public participation often occurs only at the end of the process just
to affirm the policy concepts that have already been crafted by policymakers. Never-
theless, policymakers may not have a holistic perception or complete understanding
of complex problems and new technological developments. Furthermore, a top-down
policy development approach that disconnects from affected users and stakeholders is
often unable to meet true needs of citizens. For the development of digital policies, itis
thus necessary to apply citizen-centric and co-creation approaches which emphasize
collaborating with users, stakeholders, experts, and practitioners from across sectors
and functions. A co-creative and citizen-centered approach ensures holistic under-
standings of the problems and helps to improve effectiveness of resulting policies in

responding to citizen’s demands and new challenges.

2.1.4 D: Digital Intelligence and Data-Driven

The use of digital technologies and data can help to enable more agile
and intelligent policy design process. Digital tools can be applied throughout the
policy development process, ranging from understanding problems, finding solu-
tions, and policy testing. In addition, since rapid changes of digital technologies
are affecting people’s lives in every dimension and at all levels, the DES Policy Lab
team, with the mission to create digital policy innovations for the country, has to
continuously acquire up-to-date information and knowledge on digital technologies
and innovation, and collaborate with digital innovators, start-ups, and experts to
understand new opportunities and potential effects, both negative and positive, that

new digital technologies can bring to the economy and society in order to design



policies to support new digital innovations, mitigate negative effects, and promote

advancement of Thailand’s digital economy and society.

2.15 E: Experiential Thinking meets Systems

Thinking

Public policies eventually affect citizens or public service users at expe-
rience level. With the aim to formulate policies and public services that effectively
satisfy needs of citizens, experiential thinking requires the policy innovation team
to think in terms of users’ experiences and is based on the deep understanding of
end-users’ motivations, needs, and aspirations. Additionally, public policies bring
about system-level effects; therefore, it is also crucial for policymakers to have a
holistic and systemic view of the problem. This system-level thinking includes seeing
interconnectedness between different issues and related factors within the system
and recognizing possible impacts and unintended consequences that may arise
from each policy decision. DES Policy Lab integrates both systems thinking and
experiential thinking in policy design process with the aim to generate public policies
that benefit the system while meeting the needs of end-users and stakeholders at

experience level.

2.1.6 F: Futuristic

Due to the increasing rate of changes and uncertainties, it is insufficient
for policymakers to only respond or react to problems after they have already arisen.
DES Policy Lab encourages proactive policymaking by incorporating future think-
ing that helps the innovation team to envision possible future scenarios, determine
the preferable future scenario, and identify critical policy issues that need to be
addressed in the present. Through future thinking, the innovation team can de-
sign strategies and policies to shape current reality in the direction that will lead
to desirable futures, to mitigate effects of future challenges, and to tap into new

opportunities that can drive Thai society and economy forward.
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4novation Team \

In the context of policy lab, an innovation team refers to a working group

consisting of members from various backgrounds who work collaboratively to

create policy innovations, facilitate the policy design process, and drive key

(qo1 Ad110d s3A) qoT Adijod
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operations and activities to achieve the project goals or the missions of a lab.
The innovation team members often come from both public and private sectors,

have diverse sets of skills and expertise, and possess desirable mindsets, such

Qopen-mindedness and empathy. /

O O




2 2 Methods and tools for
° DES Policy Lab

According to our study on public innovation labs and policy labs in different
countries, most labs apply design-based approaches in their policy design processes,
including design thinking or service design. However, the variety of methods are
often applied in combination with design thinking to enhance their policy design
processes, for instance, crowdsourcing, ethnographic research, and behavioral

science.
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@amples from other countries \

MindLab (Denmark) employed design thinking as their primary method in
designing public innovations and applied ethnographic studies to enhance the
process, while Human Experience Lab (Singapore) mainly uses design thinking

and behavioural insights and complements the main methods with systems

@king and future thinking. /

Inline with other policy labs, DES Palicy Lab applies design thinking as the primary

method for policy design and enhances the approach with complementary methods and
tools which include systems thinking, foresight, digital tools for policymaking, and citizen

engagement methods, as shown in the figure below.

Systems Design Policy

Thinking Thinking Sandbox

Citizen Engagement Methods

Digital Tools for Policymaking

Figure 1: Methods and tools for policy design process of DES Policy Lab

The DES Policy Lab uses design thinking as its primary method due to its
participatory, citizen-centric, and experimental nature. Design thinking gives importance to
developing deep understandings of users’ experiences and needs, which is the dimension
that is often ignored by traditional policymakers. In addition, the scope of design thinking
process ranges from understanding the problems to creating new solutions. Thus, it can
serve as a fundamental process that can be applied well together with other methods
and tools. Compared to other methods, design thinking framework can be understood
more easily as they are coherent with common sense. Design thinking also has a set of

tools that have been systematically compiled and developed.



However, the application of Design thinking in public policy development has
some limitations and weaknesses. For example, design thinking may lack big picture or
system-level perspectives, and its emphasis on qualitative data from a limited number
of users may not represent comprehensive and complete views of wider target groups,
which are often the scope of public policy formulation. Additionally, in some cases the
needs expressed by users may not always be based on long-term considerations or
broader public benefits. Due to these drawbacks, the following methods are integrated

to enhance the DES policy design process:

2.2.1 Systems thinking

System thinking helps policymakers to understand problems in a holistic
way by considering related factors and their interconnections in a complex and
dynamic system. It also enables deep analysis of problems by looking beneath the
problem surfaces or specific events to discover underlying structures and mental
models that influence patterns and problems. Additionally, it helps the policy team
to identify leverage points — effective places to intervene in the system - and there-
fore increase the potential to solve problems more strategically. Lastly, systems
thinking helps policy innovators to anticipate potential impacts and unintended
consequences of the policy ideas on other parts of the economic and social system.
The World Economic Forum (2018) states that the application of systems thinking
in combination with design thinking is the key to achieve agile governance and will

reshape policymaking in the Fourth Industrial Revolution.

2.2.2 Foresight

Foresight is a process that helps innovators to analyze, anticipate, and
explain possible future changes based on the principle of multiple futures. It is
a collaborative process in which experts and stakeholders from various sectors
co-develop future scenarios, determine a preferable future, and identify key vision
and strategies needed to achieve the desirable future. The key objective of foresight
is to formulate the policy directions and action plans to be prepared for changes in

the volatile, uncertain, complex, and ambiguous (VUCA) world (Kraaijenbrink, 2018).
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In the context of DES Policy Lab, foresight plays a vital role in helping
the team to discover new opportunities and broaden perspectives, which may be
neglected if the scope of consideration is limited only to the current situations.
Therefore, foresight helps the innovation team to determine appropriate policy
issues to be entered into the policy design process of DES Policy Lab, leading to the
creation of digital policies that enable the country to cope with future risks and dis-

ruptions, leverage new opportunities, and drive the changes toward desirable future.

2.2.3 Digital Tools

Various digital tools can be employed to increase the efficiency of
policymaking throughout the policy design process, whether in a public hearing,
data analysis, policy design, or policy communication. Big data analysis focuses
on large volumes of data which can complement qualitative data collection from
a limited number of users in Design Thinking, making the analysis more valid and
credible. Via data visualization, big data can be presented in graphics that are easy
to comprehend and can help innovators and policy decision-makers to efficiently
analyze, communicate, and make decisions. Besides, digital tools can also enable

efficient data storage and management.

2.2.4 Citizen engagement

Citizen engagement through open innovation methods can foster agile
and inclusive policymaking. For example, the innovation team may play a role in
identifying the “right” policy challenges or questions and then crowdsource policy
ideas, recommendations, and public innovations from citizens and innovators from
various sectors. This can be conducted via online channels, such as an open inno-
vation platform or citizen engagement platform, or via offline channels, e.g. challenge
prizes, policy dialogues, or hackathons. After policy ideas and recommendations
are obtained from the public, the team then assess and select promising policy
solutions as well as provide necessary supports, for instance, funding, consultation,

and new market development. Citizen participation in policy development increases



the chance to come up with creative and robust policy solutions that can meet public

demands and values more effectively.

@amples in foreign countries: \

The PDIS Lab in Taiwan utilizes online platforms for citizen engagement
in policy development. The platforms serve as mediums for collaboration
between citizens and governmental organizations. For example, vTaiwan.tw is
a platform that allows citizens to participate in the law-making process. Join.
gov.tw is the bulletin board for citizens to file complaints about government
services. Furthermore, hackathons are organized to generate ideas for new
civic technologies. As a venture capital, PDIS supports feasible social innova-

tion programs which in turn help to stimulate Taiwan’s rapid civic technology

@elopment. /
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2 3‘ DES Policy Lab policy
© design process

The policy design process of DES Policy Lab consists of 3 major phases:

Co-Diagnose, Co-Design, and Co-Deliver. The details of each phase are presented below.

Co-Diagnose

Identify problems

v

v

Sceenin
° ’_ Empathize

Team formation

v
Scoping & Framing

Figure 2 Policy design process of DES Policy Lab



Co-Deliver

Policy Sandbox

(Ideate) Prototype

Policy

Recommendation

2.3.1 Co-Diagnose

Co-Diagnose is the first step in the DES Policy Lab process which
aims to identify problems, conduct preliminary diagnosis, and frame the policy
design challenges for the policy co-design process. The Co-Diagnose phase
encompasses the following steps: 1) problem identification, 2) screening, 3) team
formation, and 4) scoping and framing policy design challenges. Each step is

explained as follows:
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1) Problem identification

Identification of policy issues in the public sector is different from those in
private and civil society sectors since public policy problems are mostly at the structural
level and highly complex. They often involve multiple sectors and pose high impacts
on the society. The origins of policy problems can be future-driven, problem-driven,

or innovation-driven.

(1) Future-driven: Foresight helps the team in determining the
development directions of our society. Moreover, highly dynamic issues, such as
digital technologies, constantly pose new challenges and opportunities to the society,
which in turn create the need for future-driven policy identification. Examples of
future-driven policy challenges are future of digital agricultural technologies, lifelong

learning for future, etc.

(2) Problem-driven: Besides future-driven challenges, the DES
Policy Lab also needs to respond to current challenges that citizens and public
and private sectors are facing. Problem-driven policy challenges can be identified
through gathering and analyzing bottom-up data from citizens and stakeholders,
private sector, and civil servants, which will result in accurate identification of policy
challenges that correspond to real issues that people are facing. Citizen data can
be acquired from different channels, for example, citizen engagement platforms,
opinion mining, and policy dialogues. In addition, identification of policy challenges
should also consider alignment with policy directions in order to gain support from top
management and respond to larger development directions. Problem-driven issues
may include solving public service problems to better meet the needs of citizens

as well as systemic problems, for instance, digital divide and crisis management.

(3) Innovation-driven: Policy issues can arise from emerging
technologies and digital innovations which require supporting mechanisms and

regulations from the government. Innovation-driven challenges can also be inspired



by policies and public innovations from other countries, which can be experimented
in the DES Policy Lab process in order to adapt and develop policy solutions that
are suitable for Thai or local contexts. Moreover, policy challenges can also be
driven from grassroots innovations or social innovations developed by civil society,
grassroots innovators, or academia, if impacts of the social innovations can be

scaled through policy-level support or policy changes.

2) Screening
After identifying possible policy issues, screening and prioritizing of
issues are required. Screening can be done through public policy tools and tech-

niques, such as fishbone diagram, prioritization matrix, decision tree diagram, etc.

3) Team formation

The next steps are to form a core team that will drive projects forward
and to work in an integrated manner to develop solutions for the challenges. Team
formation should include a wide range of skills, such as innovation skills, user
research skills, policy development skills, management skills, engagement creation
skills, digital skills, etc. Furthermore, citizens and institutions related to identified
challenges shall also be engaged. Those are, for example, government agencies,

representatives of target groups, or of stakeholders from various sectors.

4) Scoping and framing policy design challenges

This step comprises the preliminary diagnosis of policy problems as
well as scoping and framing of policy design challenges. Preliminary data can be
obtained from both secondary and primary sources through methods such as inter-
views and dialogues. At this stage, the innovation team gain basic understanding
of the problems, review existing public policies, services, and identify gaps in the
system. These insights help the team to determine the project scope and frame the

policy design challenges more effectively.
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Examples of applicable methods and tools: Co-Diagnose workshop,

Policy Canvas, systems thinking, and stakeholder map.

2.3.2 Co-Design
Co-Design is a collaborative policy development process that encom-

passes the following steps:

1) Empathize

Empathize process can be done through user research which
studies perspectives, behaviors, and needs of target groups and stakeholders in
their contexts. Data collection methods for gaining empathy include observation,
interview, and field immersion which need to be carried out with an open and
unbiased attitude. Furthermore, relevant data can be obtained from experts and
secondary data sources, which enables the team to gain big picture perspectives
and learn from past and existing solutions, including innovations and best prac-
tices from other countries or sectors. Through various research methods, the
innovation team can discover gaps and new opportunities for policy design.

Examples of applicable methods and tools: Interview, observation,
in-context immersion, secondary research, stakeholder map, journey map,
systems thinking, deep listening, quantitative research, eParticipation, opinion

mining, and big data analytics.

2) Define

Define stage involves synthesizing and analyzing data and findings
attained from the Empathy process and turning them into key insights and opportunity
areas for policy design. Based on key insights and opportunity areas, specific
policy design challenges are defined. Policy design challenges, so-called policy
problem statements, will serve as guiding questions for brainstorming policy solu-
tions in the Ideation stage. Problem statements that are defined based on the deep
and holistic understanding of problems and users help the team to focus design

effort on the right directions as well as uncover new opportunities. It is possible to



redefine policy challenges anytime during the design process if new insights or
new understandings emerge.

Key techniques used in analyzing and defining policy problem statements
include root cause analysis and identification of leverage points-effective places to
intervene in the system that yield a large impact with minimal effort. In addition, the
reframing technique could help the innovation team to view problems from different
perspectives and uncover new ways to frame the questions. Reframing of policy
problem statements can open up new possibilities for innovations.

Examples of applicable methods and tools: User journey map, user
representation, ‘How mightwe?’ question, system map, Donella Meadows’ 12 leverage

points, big data analytics, Social Network Analysis (SNA), and data visualization.

3) Ideate

Ildeation is the creative process for generating and developing new
ideas to tackle policy challenges specified in the Define stage. Ideation explores
many possible solutions and requires divergent thinking which focuses on both
quantity and diversity of ideas. It is therefore essential for the Ideation process to
have people and stakeholders from a wide variety of backgrounds who have different
perspectives and skill sets coming together to brainstorm, co-create, and build on
each other’s ideas.

After obtaining an adequately large volume of ideas, each idea is
evaluated and those with high potential to effectively tackle the challenges are
selected. During the selection process, convergent thinking is applied to select
the most promising policy ideas by considering potential impacts and feasibility.
Generally, the innovation team selects not just only one but multiple policy ideas
for further development into policy prototypes to test with the target users and
stakeholders who will then inform the team which policy options are truly effective
in meeting their needs and how they can be improved.

Examples of applicable methods and tools: Co-creation workshop,

brainstorming, idea cards, behavioral insights, and open innovation.
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4) Policy Prototype

Policy prototyping enables the innovation team to turn selected ideas
into concrete concepts or tangible representations. Prototypes are developed to
test the policy concepts with target users in order to learn from useful feedback
and improve solutions. Policy prototypes can either be physical, visual, digital, or
experiential. The Innovation team should start from rapid or low-fidelity (lo-fi) proto-
types, which are rough representations of concepts, to test policy solutions at the
concept level with the users and learn from users’ feedback. Since lo-fi prototypes
require little time and resources to build, it allows the innovation team to quickly
learn, rethink, and refine the concepts early in the process without investing too
many resources and time. Once proved to be possible, more detailed prototypes
are developed for further improvement of the policy solutions.

Examples of applicable methods and tools: Physical prototype, visual
prototype, experiential prototype, service blueprint, storyboard, and behavioral

design.

2.3.3 Co-Deliver

Co-Deliver involves experimenting and iterating policy prototypes with
target groups as well as crafting and delivering policy recommendations to relevant
agencies for policy adoption and implementation. Additionally, policy innovations
or public service innovations can be tested in a policy sandbox to learn from the
experiment and assess the feasibility and impact of the innovations before imple-

menting and scaling innovations in a larger context.

1) Test and lterate

Testing encompasses sharing policy prototypes with target users,
soliciting from feedback, and refining policy ideas and prototypes based on the
learnings from feedback. Testing can be accomplished through storytelling, role
play, or simulating policy or public service experiences. During the test, the team

should observe interactions between users and policy prototypes and then ask target



groups for feedback and suggestions forimprovements. The testing process allows
the innovation team to understand users’ needs at a deeper level and learn what
works and what does not work about the policy prototypes. The learnings obtained
are applied in improving the prototypes and in crafting final recommendations. In this
step, it is possible to discard the concepts that are ineffective in solving problems.
A repeated cycle of testing, learning, and improvement is known as
“iteration.” This learning cycle helps the innovation team to progress from rough
concepts and lo-fi prototypes which may not be able to truly meet the needs of
the target group to high-quality policy prototypes with great potential to tackle the
specified challenges effectively. Apart from refining prototypes after learning from
users’ feedback, iteration can also mean going back to Empathize with users and
problems, (re)Define the problem statement, or Ideate new solutions. Therefore, the
policy design process is a non-linear process filled with iterations and refinements
until achieving high-quality policy prototypes that can either be conveyed to a
relevant host agency or continued to experiment in the policy sandbox.
Examples of applicable methods and tools: Internal test, field test, role play,

and data visualization.

2) Policy Sandbox

Policy sandbox is an approach that enables testing of policy inno-
vations in a contained space with different sets of rules and regulations from other
areas. Partial or total exemptions from some regulatory constraints help to create
a safe environment for experimentation. As the boundary of the testing ground is
clearly defined, the innovation team can assess feasibility and impacts of the policy
innovations on target groups and stakeholders and gather important insights before
enacting and implementing policy in a larger scale (UNSGSA, FinTech Working
Group & CCAF, 2019). Key considerations for implementing policy sandbox are

as follows:
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(1) The innovation team should be clear about the purposes of
the innovations to be experimented in a policy sandbox, including problems they

are solving and their desired impacts.

(2) There should be clarity in the roles and selection of participants

in the experiment.

(3) The boundary of space, rules, regulatory exemptions, and
personal rights of the participants should be well-defined.

The key objectives of policy sandbox are to study the level of risks
and potential impacts of new policy innovations as well as to help policymakers to
decide to what extent regulatory policies should be rolled out. One of the methods
that can be implemented in the policy sandbox is Randomized Controlled Trial or
RCT (Banerjee & Duflo, 2011) which is becoming widely used internationally for

testing and improving public policy.

Deliver

The outputs from the DES Policy lab are evidence-based policy prototypes
and recommendations that have been tested and validated with target groups to
ensure effectiveness in responding to policy challenges. The outputs are delivered
to the host agency, such as ONDE or other relevant organizations, who will adopt
and enact the policies through mechanisms regarding the Digital Development for
Economy and Society Act B.E.2560, involving the National Digital Economy and
Society committee, specific operation committees, and the Digital Development
Fund for Economy and Society. One of the key success factors for effective delivery

of policy prototypes is an engagement of the issue-owning agencies in the policy



design process, which helps to create a sense of ownership and bridge the gap
between policy design and implementation. These host organizations can also
contribute useful information and perspectives and help to connect with relevant
stakeholders

By limiting the scope of the policy lab process to the design and development
of policy prototypes, the innovation team is able to stay agile and focus its energy
and resources on creating public policy innovations. This is in line with the scope of
the policy lab process in other countries. While each policy lab may have a different
scope of work processes depending on the objectives, sizes of the workforce,
and available resources, most policy labs in the world do not implement the
policy themselves. The process usually ends at delivering policy prototypes and
recommendations to the responsible agency, which will continue to put resulting

policies and innovations into practice.

Flexibility in the application of methods and tools

Although it is highly crucial and useful to clearly define key methods
and processes for the policy lab, the innovation team should stay flexible in the
real-world application of methods and tools since each policy problem and context
are highly diverse and unique. Therefore, while policy innovators should adhere to
the key principles of the lab, such as co-creative, citizen-centric, and experimental,
they should also be able to select and adapt methods and tools to suit a variety
of challenges, conditions, and situations. Finally, since new methods and tools for
creating public and policy innovations are continuously being developed globally,
the innovation team should keep on learning and experimenting new approaches
as well as developing policy innovation methods and techniques that are suitable

for Thai and the organization’s context. O
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Since the awareness and application of policy lab approach is still nascent
in Thailand and the knowledge required for effective implementation in Thai context
is also limited, adequate development of DES Policy Lab requires experimentation
of the policy lab approach in the real context in order to learn from the experiences
and improve the design of processes, techniques, and methods for creating new
digital public policies for the economy and society.

To ensure effectual implementation and alignment with the digital economy
and society development context of the country, ONDE has initiated three pilot
projects which focus on three different policy issues as follows: agricultural digital
literacy, future of working in government, and citizen engagement platform. The
primary objective of the pilots is to test and validate the predesigned processes and
methods for the DES Policy Lab. The secondary objective is to provide on-the-job
training for ONDE personnel, while the third priority is to produce practical digital

policy prototypes that could be put into use.



Team Composition

The pilot team implementing each project consists of representatives from
ONDE and public innovation experts from various universities including Thammasat
University, King Mongkut’s University of Technology Thonburi, and National Institute
of Development Administration. These experts served as advisors and innovation
facilitators who gave advice, co-designed the policy prototypes, and conducted
the policy innovation process, from researching on problems and users’ needs
to co-creating and testing the innovation prototypes with real target users. The
extended team includes content experts who contributed useful data and ideas

for each project.

Process and methods

The DES policy lab process and methods presented in chapter 2 are applied
in the pilot program. The pilot implementation period started from January to April
2020. All three pilots employed the three-staged process: (1) Co-Diagnose, (2)
Co-Design, and (3) Co-Deliver, but the implementation details and selection of tools
and techniques are varied according to unique context of each project, leading to

diverse learnings and outcomes as delineated below.

Boﬂ ‘ Agricultural digital literacy

3.11 Policy design challenge

Our modern world is facing more fluctuations and severe crises than
ever before. Fortunately, in times of crises, Thailand has been able to rely on its
agricultural sector; however, Thai agricultural sector is now encountering numerous

challenges as follows:
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1) In line with Thailand’s transition to aging society, most farmers
in Thailand are aging populations. Since farming is a physically demanding work,
agricultural sector in Thailand is facing labor shortage problem.

2) Labor shortage and high wage, driven by the rise of Thailand to
become an upper-middle income country, results in higher production costs. Therefore,
low value-added products that compete on price are no longer competitive in the market.

3) Most farmers are small-scale farmers, and many of them rely on
leased land for farming. Struggling in such insecure conditions inhibits transitioning
to higher quality agriculture.

4) Access to data about production, marketing, and competition from
the government is limited. Most available data lacks quality and is not conducive to
the utilization of small-scale farmers.

5) There is limited support in agricultural tools and machinery that
are suitable for small farms to replace manual labor. Digital technologies are also
underutilized.

6) There is insufficient up-to-date knowledge in modern small farm
management techniques and a lack of efficient linkage of farm production to the

bigger supply chain.

Although Thai agricultural sector is facing many obstacles and challenges,
various opportunities exist, as explained below:

1) The demand for high-quality agricultural products is growing
both domestically and globally, especially organic products which are considered
premium and sold at higher prices.

2) Thailand has a well-established reputation as a great production
base for processed agricultural and food products for the world market. Therefore,
there is great possibility to elevate the product quality to “agricultural products for
well-being” which means agricultural products and production that give importance
to the health of producers, consumers, and the environment.

3) After the COVID-19 crisis, Thailand has immense potential to



integrate the “agriculture for well-being” with the other outstanding business
opportunities, including (1) agro-tourism, (2) Thai food services, (3) Thai holistic
healthcare services. These activities could be offered as extension services of farms,
and farms can provide high-quality raw materials for those services.

4) There is long accumulations of knowledge and experiences in
alternative farming methods in Thailand, including organic farming.

5) The number of smartfarming technologies is increasing while the prices

are becoming cheaper.

Therefore, to overcome the current challenges and seize opportunities, Thai
agricultural industry should aim to transition to higher quality agriculture that competes on
quality rather than price and places emphasis on supply chain integration, value-adding
activities, and application of smart technologies to support production and marketing, such
as precision agriculture, network marketing, and especially “agriculture for well-being” as

mentioned above.

From these insights, the innovation team framed the research question for
policy design as “how might we apply digital technologies to support the transition
to agriculture for well-being or high-quality agriculture?” The team selected organic
farming as the case study, as itis an alternative agricultural method that has a very high
growth rate, both in terms of production and demand, as well as a clear market status
despite its limited market share. Thus, it has the potential to increase competitiveness
of the products by adding values, leading to higher incomes for farmers. Aligned with
the UNDP Sustainable Development Goals (SDGs), it is also an agricultural method
that considers wellness of producers, consumers as well as the environment through

proper use of natural resources.
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Nevertheless, organic farming in Thailand accounts for less than 1% of
overall domestic farmland. The key obstacles impeding farmers from transitioning
to organic farming can be summarized with the phrase “difficult life-stuck in a
rut-endless reliance on government subsidies” with the details as follows:

1) Most Thai farmers operate in small-scale with limited financial
resources. Many of them farm on leased lands or lands without title deeds. Con-
sequently, farmers are deficient in land security, knowledge, and funds to assist in
the transition to organic agriculture.

2) Although supply chain, production system, and marketing of chem-
ical farming are efficient, widespread, and easily accessible, small-scale farmers in
the chemical farming system face risks of being exploited and having low quality
of life. The chemical farming system is also without doubt causing environmental
degradation.

3) Some budgetary support policies and subsidies are implemented
excessively without tackling chronic structural problems in the production system,
leading to farmers’ continuous dependence on public payments and preventing farmers
from escaping the vicious cycle.

Itis noteworthy that most of the current organic agricultural plots are lands
allocated by Agricultural Land Reform Office (ALRO). The organic farming has been
growing fastin ALRO’s reformed areas since the land security issue has been resolved
for small-scale farmers. In addition, there are supporting policies from ALRO regarding

necessary infrastructures and knowledge about organic farming.

Apartfrom the structural challenges obstructing the transition to organic farming,
the study also indicates the following problems in the organic agricultural sector:

1) Databases of organic farming are incomplete due to the lack of
data linkage between farmers, entrepreneurs, and consumers. Knowledge transfer
from research labs to the organic farmers and vice versa is also insufficient.

2) In general, farmers lack motivation to transition from chemical to

organic agriculture due to limited knowledge and understanding in organic farming.



Additionally, farmers concern about encountering new risks, for instance, finding
new markets to launch unfamiliar products, climate changes, and finding new
agricultural inputs.

3) Organic product processing system is inefficient as a result of
various factors; for example, a lack of knowledge in obtaining international organic
product certification to compete in the global market, limitations regarding time and
costs required in applying for organic certification both in Thailand and abroad, and
inefficient organic product delivery system.

4) Various dimensions in the ecosystem of organic farming business
need to be developed, encompassing the support in organic product processing
for global markets, working capital for organic communities to access efficient and
standardized farming and processing machinery and equipment, and development

of efficient logistic system or shipping cost reduction.

Digital technologies offer opportunities to increase efficiency of agricultural
processes in various aspects, from risk management, farm productivity and efficiency,
social connectivity, digital marketplaces, to sustainable farming and food recovery.

/ Digital Marketplaces)

From the study and analysis on the challenges and opportunities, the
innovation team has then defined the following policy design challenges as the
guiding questions for policy co-creation:

1) How might we increase incomes of organic farmers and improve
efficiency of their farm activities through digital tools?

2) How might we encourage organic farmers to utilize digital tools
for collecting farm activity data?

3) How might we create policies that support long-term network
building between organic farmer communities and trade partners?

4) How might we create policies that promote the development of

accessible and reliable digital platforms for organic farming knowledge distribution,
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sharing of machinery and equipment, digital farm management, and trade partner

networking?

312 Policy ideas & prototypes
® Agricultural digital service platforms
1) Development of farmer-centric digital services
Through adopting Design Thinking approach, farmer-centric digital
service solutions are designed and developed based on deep understanding of
farmers’ needs and expectations. This method also conforms to the bottom-up policy
formulation approach. One of the policy ideas derived from the farmer-centric design
is FarmLog, a digital service platform for recording daily farm activities in farm plots
using loT technology. The log files will be digitally stored and can be used in the
application process for organic agriculture certification from the government agency.
This will help to ease burdens of farmers in the application process as well as make

relevant inspection processes more convenient and faster for plot inspectors.

2) Agricultural digital service platform focusing on two-way

communication

Until now, most government-designed applications distribute mainly
statistical data and support only one-way communication without receiving any
feedback data from farmers. To respond to farmers’ needs, agricultural digital
platforms should be designed to intuitively and directly collect farm activity data
and to promote two-way communication. This enables the government to develop
accurate and up-to-date databases that help in analyzing data and predicting long-

term future, such as risk analysis for cultivation planning.

* Promoting digital agricultural social businesses
3) Building ecosystem for digital agricultural social businesses
Public sector can promote social enterprises or socially-responsible

businesses working on digital agriculture by developing a supportive ecosystem



which can be achieved through various mechanisms, for example, initiating the
Social Impact Tracking system for analyzing key nutrients in organic produces. The
system helps farmers to increase their bargaining power and allows consumers to
recognize tangible values and benefits of organic produces.

Anotheridea is to create the Cloud Kitchen Platform that allows a group
of small-scale farmers to leverage shared resources and facilities, for example,
shared kitchens that may be owned by hotels or private sector. At a shared kitchen,
farmers can also partner with famous chefs to develop new unique recipes using
farmers’ organic produces. Such concept enables emergence of new business

models that support local farmers and entrepreneurs.

4) Promoting loT social businesses providing free usage for farmers

Support private sector organizations, especially social businesses, in
building open-source agricultural loT platforms such as FarmRent, a platform for
renting or borrowing agricultural machinery and equipment that embed sensor and
loT technologies, or FarmSpread, a platform for matching small-scale farmers with
social enterprise traders. FarmSpread enables both small-scale farmers and traders
to collaborate and better manage small-lot and off-season produces, leading to an

increase in bargaining power and incomes.

® Data and knowledge management

5) Supporting empirical agricultural knowledge management

Farmers prefer practical knowledge that is applicable to their own
farms. The farm activity recording platform, FarmLog, can serve as an up-to-date
knowledge management system for collecting and managing empirical farming
knowledge. The tacit knowledge obtained from farmers through the platform will be
transformed into explicit knowledge that can be reapplied, adapted, and experi-
mented in different areas with diverse types of plots and crops. Through analyzing
data from real-world applications and experiments, new academic knowledge in

agriculture can also be developed.
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6) Promote data sharing between public and private sector

The government shall encourage and provide necessary supports,
including funding, for private entrepreneurs and farmers to develop loT agricultural
equipment and digital platforms for collecting, sharing, and disclosing data. Shared
data can be integrated into large national agricultural databases and could be used
to set national Key Performance Indicators (KPIs) for the development of agricultural
sector. In addition, collective agricultural data can also be disclosed as open data
for the public sector, private sector, academic institutions, and general public to

further create added values for the society and economy.

302‘ Future of working in government

3.2.1 Policy design challenge

Technology disruption is changing our world rapidly, but moreover, with the
global pandemic of COVID-19, a new wave of needs, expectations, and values in our
society and economy is also requesting for reconsiderations of how public policies and
services are delivered. At the moment, the existing public administration structure is not
agile enough to respond to new challenges in a timely manner. To address such challenges
and improve the efficiency and effectiveness of policymaking, the current bureaucratic

system and working processes in the government need to be changed drastically.

This pilot project focuses on designing future of working in government with the
application of new tools as well as new methodologies, including Human-Centered Design
(HCD) and agile government. Following the human-centered and agile principles, public
employees should not be limited to work only at the office but should be empowered to
study the problems on the ground and meet citizens in the real context, in order to truly
understand the needs of people, businesses, and other stakeholders. Therefore, remote
working should be defined as a new standard of operation for government agencies. In
addition, working from home and remote working can also help to improve the quality of

life and enhances work-life balance for government workers.



Consequently, this project focuses on creating policies that support agile
working environments and conditions for civil servants in the digital age. Thus, this pilot
project defines its policy design challenge as “How might we design new policies that

encourage public officials to work flexibly and efficiently by means of digital technology?”

To deeply understand the target groups and their working contexts, the
innovation team conducted field visits and interviewed various stakeholders in-
cluding officers working in both the public and private sector, recent and long-time
employees, officers in the same position but working on different fields, and experts
with in-depth understanding. From the interviews with different people towards the
previously defined policy challenge, the innovation team synthesized the data and
classified the personas into four groups as follow:

1) The Optimistic Initiators are those who want to see changes in the
organization and are willing to initiate or play a role in making those changes. This group
of self-driven personnel are already finding ways to improve their work performance
and are ready to try new methods to increase the performance of their organization.

2) The Enthusiastic Reactors are those who are willing to cooperate
in the improvement and development of their organizations. They can be hardworking
when stimulated by new initiatives.

3) The Confident Explorers are those who know their own capabilities
and love to explore new possibilities.

4) The Directed Optimists are those who have their own directions,
are optimistic and ready to learn, and can gradually develop the organization from

their thirst of knowledge.

Through data synthesis, four findings emerged which are common across

different personas including:
1) Participation of public employees, citizens, and stakeholders in public
affairs and policymaking helps create a better understanding, which further increase the

ability to design solutions that meet the needs of end-users.
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2) Pride motivates public officials to work and can be enhanced by
knowing that their work is valuable to the larger society.

3) Flexibility helps employees to better connect with citizens and work
easily across different sectors. Additionally, it also helps people in managing their
work-life balance.

4) Tools and Technology help to make working processes more
convenient and efficient.

With the four insights identified above, the innovation team narrowed down
the policy design challenge further to “how might we create a working system and
approaches that promote higher agility and participation as well as encourage public
officials to be proud of their work?” Additionally, with the sudden and unexpected
COVID-19 outbreak during the pilot project, the innovation team re-defined the chal-
lenge to focus on remote working policy during the pandemic along with designing

approaches for a new governmental working standard.

3.2.2 Policy Ideas & Prototypes
The innovation team and experts jointly analyzed the situations of working
environment in government. The result of the analysis can be presented through

the following three scenarios: crisis, new normal, and ideal future scenario.

Crisis Scenario:

In this short-term crisis scenario of COVID-19, government workers were
ordered to work from home. Although digital tools are applied to facilitate online working
and coordination, there were no radical changes in the system or work process. On the
other hand, constraints or barriers to change are low due to pressure from the crisis.
Public employees implement new changes, i.e. working from home, immediately with

some adjustments to rules, regulations, and policies.



New Normal Scenario:

In the medium-term, up to 2-5 years after the pandemic has subsided,
new work patterns can replace the existing working system. While the crisis scenario
plays arole in accelerating the changes, this medium-term change requires supportive

and concrete policies to help in sustaining the improvement of the new working system.

Ideal Future Scenario:

The long-term working system is designed to effectively respond to
the changing global context with regards to future technology and human behaviors.
This model requires futures study, analysis, and design processes. As the changes
in this scenario are the most radical, including structural changes and paradigm
shifts, this scenario requires the highest level of innovation. Consequently, the

constraints and barriers to overcome are the highest.

In the scope of this project, the crisis and the new normal scenarios were
chosen as cases to design the policy prototypes with details as follows:
1) Policy prototype for the Crisis Scenario
The innovator from the Office of National Digital Economy and Society
Commission (ONDE) applied findings from this pilot project in the creation of the “Work
from Home official codes of practice,” which is the handbook for government agencies
to facilitate a new working culture in which public employees can work remotely through
digital channels and systems at any time and from anywhere. The manual particularly

serves as a practical guideline for working from home during the COVID-19 pandemic.

Furthermore, to study the behaviors and to analyze the feedback from the
implementation of the Work from Home policy, the innovation team conducted interviews
with employees who have worked from home during the COVID-19 pandemic situation.
Additionally, the online survey was also conducted to gather opinions of government
workers towards Work from Home policy, and the results obtained from the survey will
be used in reviewing and developing the Work from Home policy prototypes in the

near future.
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2) Policy prototype for New Normal Scenario

In the New Normal Scenario, the main challenge of the government s to
find a way to deal with the complexity of problems and needs that are highly dynamic
under limited resources. The government should adapt the “Agile Governance” which
values agility, flexibility, efficiency, responsiveness, and high technological capability, to
be able to tackle challenges of the economy and society in the New Normal Scenario.

To design policy and service solutions for the New Normal Scenario,
relevant parties including experts in various fields as well as public and private employees
from different agencies have collaborated to generate new ideas. Based on the ideas
from co-creation process, the innovation team has created the experience prototype
delineating experiences of public employees. The experience prototype is divided into
6 phases: (1) Prepare, (2) Propose, (3) Progress, (4) Review, (5) Evaluate, and (6) Exit.

The table below shows some phases of the experience prototype designed

for the New Normal Scenario as follows:

Propose phase: Proposing new ideas and projects

m

Proposing ideas, plan, and projectss

Provided with the digital platform to facilitate Project Proposal

work process, a team, once gathered, can Objective

111D

create a proposal regarding the issue of

interest in the system. The platform provides E E

various support such as suggestions for

writing proposals, examples of related ( }
precedent proposals, as well as providing

information on people who have worked ZEREEeEEES = WA
on previous projects, which encourag-
es cross-disciplinary and cross-functional

collaborations.
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Progress phase:
Implementing projects and ideas

Working collaboratively

Working collaborating with various organiza-
tions can lead to better work performance. By
adopting Human-Centered Design approach
which emphasizes engagement of citizen
and stakeholders, public officials also work
outside the office or in the field to understand

and work with citizens and related parties.

Working in networked locations

Places such as co-working spaces or coffee
shops with network facilities can support
remote working. Government agencies can

set agreements with such locations and de-

S3da

velop an integrated system for employees to

find and reserve working spaces as well as

make appointments with the team members.

It is important to communicate both within

H, CCNRUSTCLY 8v1401104

and outside the organizations about remote
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Attendance and work record

Digital tools are used for reporting and re-
cording attendance in the system instead
of finger scanners. For example, information
about work at the end of each working day
can be recorded instead of working time.
Employees may record feelings or status of
work on that day. A chatbot can assist employ-
ees in recording daily operations by asking
questions such as “what are you planning to
do?” in the morning and “what would you like
to improve or need help with?” in the evening,
or other reflective questions about their works.
Recorded data will be compiled and reported
on a weekly or monthly basis. An employee
or a team can view each other’s work results
and the data can be used in evaluation and

presentation at the end of projects.

Using digital platforms to create
engagement

A website or social media of an agency can
be created for engaging public officials and
citizens in sharing opinions, knowledge, and
ideas for new developments orimprovements.
It can also be used for communicating and

publicizing the work of the agency.

1 month




Presenting ideas

Resulting ideas are presented to executives
and relevant parties in the government as well
as to the public for feedback and suggestions.
Presentation can be done in various formats
such as images, storyboards, questionnaires,

or video clips.

Idea improvement

Feedback obtained can be incorporated in
refining ideas through engaging relevant par-
ties, both citizens and government agencies,

to brainstorm together using digital tools.
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Project evaluation

Projects are evaluated by executives, stake-
holders, as well as colleagues within the agen-
cy and project owners themselves. Evaluators

have the option to be an anonymous assessor.

Project
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lllustrations by Pisate Virangkabutra and Natta Kiatsakuldecha
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The 6-phase experience prototype was tested with civil servants and
feedback were collected. Based on learnings from feedback, the following policy
directions and guidelines are proposed to support new way of working under the
new normal scenario with the emphasis on encouraging innovation, participation,

agility, and use of digital technology, as explained below.

(1) Meaningful work: Create pride among public officials through

valuable and meaningful work for the organization and citizens.

» Generate opportunities for new and creative ideas through the use
digital platforms as a new mechanism to receive new ideas from government workers
at any levels. The ideas could focus on improving public services, suggesting new
polics, or enhancing work process. Decision-makers should be actively engaged
in the process, especially in the idea selection and catalyzing changes.

» Share success stories of public servants who are able to create

meaningful changes via digital channels and social media.

(2) Co-create with citizens: Collaborate with people across

sectors and employ the citizen-centric principle in policymaking.

» Encourage data collection in the field to understand target groups
and problems prior to the policy design process.

» Engage the target groups and stakeholders inthe design, development,
and improvement of public policies and services using citizen engagement platforms.

» Work with networks and ecosystems from various sectors in design
new policies or public services.

» Promote participatory budgeting for local public organizations

through a digital platform.



(3) Encourage creativity and build innovative culture in public

organizations.

» Promote experimentation before implementation by encouraging
learning from mistakes, and steering away from rules that punish failures. Public
employees should feel safe to take creative risks through experiments and should
be encouraged to reflect honestly on their failures and communicate openly to
benefit organizational learning.

* Employ digital tools and platforms in exchanging of ideas, proposing
of policy issues and problems, and creating new concepts.

» Design a physical environment conducive to creativity as well as
create safe spaces for experiment new ideas such as a co-creation space or an

innovation lab.)

(4) Agile government and essentialism: Promote agility,

focus on essential works, and eliminate unnecessary activities.

» Develop government working systems that are digital by default
instead of using paper documents.

» Encourage working from home and remote working to increase
efficiency and flexibility of work. This should be done on a voluntary basis.
Additionally, different characteristics of each work need to be taken into consideration.
For example, academic work and data analysis can be done easily from home,
while supporting tasks often require office presence. To support remote working,
Objectives and Key Results (OKR) should be adopted as the main evaluation system
which is based on real progress and achievement of objectives.

* Improve and develop regulations to facilitate flexible, agile, and
creative working system. This includes amending laws and regulations to support
remote working and official digital documents.

» Support the development of skill sets, mindsets, and toolsets
necessary for transitioning to digital working system to foster agile and remote

working.
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303‘ Citizen Engagement Platform

3.3.1 Policy Design Challenge

Participatory governance is designated as the key principle and approach
for Thai public administration. Its existence in policies, laws, and practices of various
government agencies helps in shaping government operations to be in line with the
“good governance” principle. Participatory governance through “citizen engage-
ment” approach is highly crucial and necessary for Thai public administration due
to the following reasons:

1) Citizen engagementin public affairs is regarded as a critical foun-
dation of democratization. Through creating “common” spaces for engaging citizens
in various public matters, it can encourage citizens to become “active citizens”
who see “public matters as ours” rather than being disengaged and seeing public
matters as solely duties and responsibilities of the government and its agencies

2) Citizen engagement aids the government in public policy making
and driving public affairs forward amidst rapid changes in the modern society. With
an increasing rate of changes in various dimensions, the government is facing
challenges in formulating policies and measures that can truly respond to arisen
challenges and social needs in time. Therefore, civic participation has become an
important tool for the government to acquire new ideas and recommendations which
can support effective development of new public policies and innovations.

3) Advancement of digital technologies enables the government to
develop new ways to achieve higher citizen engagement at a lower cost, as seen in
many countries where “digital platforms” are adopted to promote civic engagement

in various public affairs.

The “citizen engagement platform” project explores innovative solutions
for overcoming limitations in applying participatory governance in Thai public

administration system through application and adaptation of digital technologies.



The pilot project focuses on the starting point of a policy process, policy design &
formulation, which requires brainstorming and gathering of ideas and opinions from
policy stakeholders, experts including related parties in order to catalyze public

and policy innovations.

The Citizen Engagement Platform pilot project focuses on testing the
policy design process for Innovation-driven policy challenges described in Chapter
2.3. For this purpose, the innovation team has applied “IDEA XCHANGE Platform”,
the citizen engagement platform prototype developed by ONDE, to experiment with
various groups of citizens, gather feedback, and come up with recommendations
for prototype improvements. The key research questions are defined as:

* “How might we engage citizens in public policy process, from pro-
posing policy ideas to giving opinions on policymaking, using digital technology?”

* “How might we improve the IDEA XCHANGE platform to suit citizens’
needs and contexts?”

Since the government has recognized the importance of citizen engage-
ment in public affairs through a digital platform (e-Participation), ONDE developed the
IDEA XCHANGE platform prototype with an aim to promote citizen engagement and
enable the government to be aware of public demands. Furthermore, the platform
enables citizens to participate in designing and developing public policies so that

the policies truly meet public needs. The platform consists of three main functions:

1) Giving opinions: Citizens can create posts to express opinions
on the issues and problems that they want the government to resolve. Based on
the posts, interested fellow citizens can vote whether they support the issues or not
as well as give additional comments. Data generated by citizens will be utilized by
the public sector to take appropriate actions and/or develop policies or services

that effectively meet the true needs of citizens.
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2) Proposing new ideas: The public sector can frame policy chal-
lenges and encourage citizens to proposed ideas and solutions to tackle specified
challenges. Selected ideas will be applied in solving problems and will be awarded

by the host agencies.

3) Public hearings: Proposed drafts of government's plans, policies,
standards, and projects can be reviewed by citizens, who can vote whether they
agree or disagree with the proposed drafts and give opinions and suggestions. The
government can use gathered information for improving the plans and policies to

meet public needs.

3.3.2 Ideas for Prototype Improvement

After testing the IDEA XCHANGE Platform through practical trials with
three target groups, which are 1) organic farmers from Pak Chong District, Nakhon
Ratchasima Province 2) experts on the platform development and 3) graduate
students from the National Institute of Development Administration (NIDA). It was
found that all target groups support the idea of engaging citizens through a digital
platform.

Nevertheless, the prototype of the IDEAXCHANGE platform should be
further improved in various dimensions, including User Experience (UX), User In-
terface (Ul), citizen awareness and accessibility, feedback mechanisms to citizens,
and data management process to utilize obtained information to support effective
policy formulation and implementation. In addition, the government should consider
the issue of limited access to the internet as well as digital devices and technology,
such as smartphones and computers, for some target groups.

Learnings from users’ feedback were gathered and applied in formulat-
ing recommendations for improvements of the IDEA XCHANGE platform to better
respond to needs and be able to manage citizen engagement efficiently. The ways

to enhance the platform can be described as follows:



1) Improving IDEA XCHANGE user experiences

(1) Develop simpler and more convenient registration, login, and
verification system to encourage higher citizen engagement. Additionally, simplify
the login and authentication step through a one-click process via social media
accounts such as Twitter, Facebook, or Google, etc.

(2) Add a user guide function with menu descriptions, objectives,
and instructions to inform users how to use the system. The platform should also
present the information flow which illustrates how proposed ideas or opinions from
citizens are passed to relevant agencies and how agencies will respond or solve
problems within a specified time.

(3) Add a polling function that enables users to provide feedback on a
post with pre-defined answering options. This approach will lead to a coherent data
format and make data analysis more convenient. However, the existing open-ended
response format should remain to ensure diversity of input methods for acquiring
public opinions.

(4) Develop the User Interface (Ul) to have a less formal and more
inviting appearance which will encourage citizens to share opinions. Topics should
be categorized systematically for easy search and posting. Examples of categories

are education, technology, agriculture, health, etc.

2) Developing information management system and improving
IDEA XCHANGE Platform

(1) Establish database architecture by thoroughly analyzing the
data structure and data flow.

(2) Design the process for managing and utilizing data from citizens
as well as feedback and reporting mechanisms that update users with progress or
results within a clearly specified timeframe. A tracking system shall be developed
to ensure that citizens are informed about latest progress. At the early stage, it is
recommended to select small manageable problems that can be solved immediately.

When actions are taken, progress of each step should be reported to the public.
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(3) Specify a clear scope of responsibilities for government agen-
cies in responding to public opinions or finding solutions. One way to determine
the scope of responsibility is to consider organizations’ relevancy to topics of the
posts. The host agency posting questions could be the responsible organizations
as well. Timeframe and duration for responses should clearly be specified through
rules and regulations.

(4) Define clear roles and responsibilities for ONDE as the platform
manager/ administrator and other government agencies as platform users and other
roles related to responding to public opinions and taking necessary actions. This is to
ensure users that relevant agencies have received or considered their opinions and
ideas. The results are also reported back to the citizens. Such interaction between
users and government is a key to promote users’ trust in the values of the platform, so

that they stay engaged and recommend others to use the platform as well.

3) Promoting cooperation for supporting IDEA XCHANGE
service delivery
(1) Collaborate with popular websites and platforms already used as
mediums for expressing public opinions in Thailand such as Change.org or Pantip.com.
These existing platforms could be applied in conjunction with offline citizen engagement
for users who are not ready or willing to use the IDEA XCHANGE platform. In the future,
if IDEA XCHANGE platform is to be employed as the main platform for receiving and
processing public data for public policy development, the system need to be enhanced
to support various types of data from multiple sources.
(2) Promote the IDEA XCHANGE platform by collaborating with well-
known and credible social media influencers to attract users and build confidence in

using the platform.

4) Extending benefits of the IDEA XCHANGE Platformm
(1) Citizens’ data obtained through the platform can be analyzed in

combination with other relevant factors, such as the scope of responsibilities of public



agencies as well as urgency of citizens’ needs and problems. These data and consid-
erations are synthesized into policy issues for public executives, policymakers, and rel-
evant parties to support decision making and policy design. For this purpose, the IDEA
XCHANGE platform can be enhanced with capability to synthesize information, such as
a data retrieving system that can select relevant issues using keywords which will help to
simplify the data management process. Furthermore, adding text analytics function into
the system will benefit public agencies using the platform as well as heighten public trust
in the platform, as more public opinions are considered in real public policy formulation.
Consequently, usage of the IDEA XCHANGE Platform can be increased in a long run.
(2) The “proposing ideas” function of the IDEA XCHANGE platform can
be employed to crowdsource creative ideas and solutions to tackle policy challenges
from public, private, and civic sector. Support funding from Digital Economy and Society
Development Fund and other sources can be granted to turn ideas into concrete solutions.
(3) Encourage government agencies to conduct public hearings
through the IDEA XCHANGE platform to increase the level of public trust on each public
policy. The platform can serve as an effective channel for listening to public opinions
toward the policies with lower cost and time requirement. Proposed policy drafts can
then be refined to properly meet the needs of citizens and beneficiaries before policy

enactment.

5) Additional analysis of data from other sources

In addition to comments or suggestions attained through the IDEA
XCHANGE platform, the government can also analyze and synthesize data from
other sources to support public policy design and development. Possible additional
sources of information are:

(1) Data from social media such as Twitter, Facebook, or various web
boards can be used to extract interesting and outstanding issues in a particular period.
Most of the data obtained from these sources is unstructured, so a variety of data col-
lection methods are applied such as social listening, text mining, or media sentiment

model. Although the data is highly diverse and requires specialized data management
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and analysis, it is considered to be an honest data that reflects reality of public needs
and opinions on various issues. Nevertheless, online platforms or social media cannot be
accessed by every citizen in the country. Thus, data collection through online channels
is only suitable for certain topics and target groups.

(2) Information sharing among public and private agencies is another
possible channel for data collection. Collaboration between the government and private
sector is crucial for integrating data and information of the country. To facilitate such
collaboration, it is recommended to reduce certain restrictions or regulations regarding
information sharing. Moreover, if accurate and up-to-date open data of the country are
created and disclosed, the open data can be analyzed and synthesized to support public
policy design and development without having to recollect data from citizens upon public

agencies’ request. O
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for DES Policy Lab

An ecosystem is a network of various entities, who play different roles but
collectively are supporting one another, similar to a natural ecosystem. Creating an
ecosystem of stakeholders, along with applying the A-F principles as mentioned in
the prior chapter, will help the Digital Economy & Society Policy Lab (DES Policy
Lab) to operate efficiently. The key principle for building an effective ecosystem
is co-creation. In essence, an ecosystem is a central place for various experts to
exchange knowledge around digital policies and co-create new policy ideas. DES
Policy Lab also serves as a platform to build networks and relationships among the
stakeholders and organizations involved, which the lab can then collaborate with

for future projects.



As a central space for stakeholders, the DES Policy Lab needs to collaborate

with entities with different roles including information contributors, co-creators, imple-
menters, and policymakers so that together the ecosystem can help to catalyze new
digital policy innovations. For example, the DES Policy Lab can establish a center
within a partner university to assist in the co-creation of digital policies and social
innovations to address different policy challenges by integrating multidisciplinary
knowledge and expertise from across faculties and institutions within the university

As mentioned above, the DES Policy Lab needs to work with 4 types of con-
tributors i.e. information contributors and co-creators, implementers, policymakers,
and financial contributors. Each group has a different role in the overall ecosystem

and policy development process (Figure 3). The details of each role are as follows:
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Figure 3 Different roles for different

parts of the DES Policy Lab’s operational process
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4 1 Information
7 contributors & co-creators

Information contributors may include those who have direct or indirect in-
sights and experiences around the policy issues, those who think differently from the
general norm, and those who are direct or indirect beneficiaries. Co-creators may
comprise target users, digital innovators, startups, and various experts in relevant
fields. Having people with diverse experiences as information contributors and
co-creatorsis critical for divergent part of the policy design process, including scanning
in Foresight as well as Empathize and Ideate in Design Thinking. Furthermore, the
information contributors and co-creators can also play a key role in prototyping
and testing ideas because these people are often in close relations with affected
populations and therefore can understand the needs of people more than any other
groups. For the implementation of DES Policy Lab, the information contributors and
the co-creators at the organizational level may include:

* Agencies with aligned missions around digital development for the
economy and society, such as the Digital Economy Promotion Agency,
Electronic Transactions Development Agency, Digital Government
Development Agency (public organization), and Office of National
Broadcasting and Telecommunication Commission (NBTC) among
other agencies.

* Agencies that focus on building research studies and innovations such
as the National Innovation Agency, Office of National Higher Education,
Science, Research and Innovation Policy Council, educational institutes,
and other public and private research institutes.

« Other policy think tanks, such as the Office of the National Economic and
Social Development Board, Institute of Public Policy and Development,
and Thailand Development Research Institute.

» Organizations with domain experts in various fields such as those with
expertise in agriculture, public health, transportation, finance, tourism,

art, and culture.



» Entities in the private sector such as Digital Council of Thailand, digital
technology entrepreneurs, and businesses that use digital technology in their
operations.

- Entities in the civil sector such as civil society organizations and
Community Digital Center.

* International agencies such as the International Telecommunications Union
(ITU) and the Organization for Economic Cooperation and Development

(OECD).

1% ‘ Implementers

Implementers can be authorities whose responsibilities are related to the policy
issues or local agencies that are active in the targeted areas. They have importantroles in
co-creating new policy ideas based on their good understanding and knowledge about
available opportunities and existing challenges regarding both the issues and areas.
Furthermore, they play major roles in facilitating and implementing the policy experiment
process. The DES Policy Lab implementers may include 1) government agencies, the
private sector, and state enterprises relevant to the policy issues 2) central governmental
agencies such as the Bureau of the Budget, Office of the Public Sector Development
Commission, and the Office of the Civil Service Commission, and 3) local authorities such

as local administrative organizations, Community Digital Center, etc.

403 ‘ Policymakers

Policymakers can engage and contribute throughout the policy design pro-
cess and especially play a crucial role in crafting policy recommendations towards
the end of the policy development process. The policymakers in DES Policy Lab
ecosystem can include the National Digital Economy and Society Commission,
specialized committee, or relevant national commissions. Policymakers are critical

drivers in pushing the policy ideas forward to truly achieve desired impact.
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@O@‘ Financial contributors

Financial contribution is a fundamental factor for the entire operations of DES
Policy Lab. The potential funding sources for DES Policy Lab include the Digital
Economy and Society Development Fund (DESDF), which has mandates to support
developments of public services, as well as other domestic and international sources
of funds.

Ecosystem development paves the way for horizontal public sector manage-
ment and helps to lay the foundations for future networking and collaborations with
other agencies, with the common goal to innovate policy innovations that benefit
Thai society. With many agencies and entities in the ecosystem, digital platforms can
serve as useful tools for either direct engagements with existing member agencies
or open engagements with new members and contributors. Engagement with the
latter group can be implemented through different channels such as open innova-
tion platforms, policy design challenges and competitions, and collaborations with
research institutes on various topics. These digital tools and activities enable the
DES Policy Lab to acquire new ideas and knowledge on digital policies. Furthermore,
they can also help to build and strengthen relationships among the DES Policy Lab
networks.

Roles of each partner organization, agency, and individual need to be clarified
in order to effectively conduct stakeholder analysis and create engagement channels
for all stakeholders with clear aims and directions. During the policy development
process, the DES Policy Lab will act as a central space enabling information con-
tributors, co-creators, implementers, and policymakers to co-create digital policies
together as shown in Figure 4. The DES Policy Lab will facilitate dialogues and
discussions and encourage generation of new ideas through applications of the
proposed processes and various digital and offline tools for policy innovation, with

the assistance from supportive personnel. O



supporttive
_.-processes-._
problem owners.-- e
= supporttive
INFORMATION . " tool§\

CONTRIBUTORS
& CO-CREATORS ) \

OPEN POLICY
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_ ~supporttive
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Figure 4: The roles of DES Policy Lab as a central platform
(Modified from SG:D Singapore Open Innovation Platform)
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% Recommendations

for establishing
the DES Policy Lab

Our study of policy labs in different countries indicates that the policy lab
approach was developed to be an innovative mechanism for making changes in the
public administration system through creation of an open creative space and policy
ecosystem for co-creating new ideas and practices that enable the government
to respond to changes in a timely manner. Hence, the key considerations in
determining the structure and status of policy labs are autonomy and flexibility in

execution, which, in general, are limited in the typical public administration system.



Characteristics and conditions

of the DES Policy Lab operations

The identification of roles and missions of DES Policy Lab is based on the principle
of “trial and error” or “experimentation,” which is not tied to any strict or rigid identification
of roles and missions. This principle shall be applied to the budget allocation, rules
and regulations, management, as well as performance evaluation, which in turn require
following conditions:

(1) Sufficient flexibility in budget management: The budget may be allocated
as a block grant instead of a line-item budgeting so that DES Policy Lab can be operated
more flexibly and efficiently.

(2) Managerial autonomy: Allow the DES Policy Lab to have an appropriate
level of managerial autonomy, especially in human resource management, and reduce
restrictions from management rules and regulations that persist in a normal public
administration system.

(3) Performance evaluation: Performance evaluation, monitoring, and budget
auditing systems shall support creative experimentation of new ideas and innovations,
which is of higher risks than traditional and common tasks. Thus, the criteria and methods

for evaluation, monitoring, and auditing must be sufficiently flexible and open.

Based on the above considerations and the institutional context of Thai public
administration, it is suggested that during the initial stage, the DES Policy Lab shall be
established in the form of a project under the Office of the National Digital Economy
and Society Commission. This approach can be implemented in a normal administration
system without having to redefine authority structures oramend any laws and regulations.
In addition to having little complication in establishment, the project-based lab carried

out as a project contract with the host agency also allows independence and flexibility by
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being separated from the routine public work. The flexibility it offers coverin many aspects,
including human resource management, budget management, and other management
dimensions. At the same time, the establishment of the policy lab in a project form based
on a “contractual basis” is a key mechanism to build accountability between the policy

lab and the host agency in driving changes collectively to achieve the desired impact.

The key elements of the project-based
DES Policy Lab include:
(1) The Governing Board is directly supervised by the National Digital
Economy and Society Committee to ensure that the DES Policy Lab is performed
under the awareness and support of the government and top executives. Composition
of the board should consist of relevant high-ranking officers within the DES and external
experts. The board has duties to supervise and monitor the progress of the DES Policy

Lab’s executions as well as to facilitate its operations.

(2) The Project Manager recruited from external experts. The major roles of
a project manager encompass strategy formulation, management, network coordination,

and public communication in order to propel the DES Policy Lab forward.

(3) The Working Committee consists of external experts and internal ONDE
personnel to drive that will collaboratively operate and drive the DES Policy Lab in
accordance with the scope of operations, policy, and directions from the Governing Board.
The sources of funds for the DES Policy Lab operations may come from the annual budget
of ONDE and the Digital Economy and Society Development Fund.

The major advantages of this project-based approach are simplicity in
establishment and clarity of the execution timeframe. The starting point and end point of
the project can be clearly specified. Atthe end of the project, if the policy decision-makers
consider the DES Policy Lab to be beneficial and of value, an extension of operation is

possible. Moreover, the DES Policy Lab can also be institutionalized into an organiza-



tion with a clear and permanent structure, e.g. a quasi-autonomous government body
or a government start-up business. Nevertheless, if the policy lab loses its importance or

values for any reasons, the project can be promptly discontinued and terminated. O
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The DES Policy Lab development project conducted during the fiscal year
of 2019 - 2020 is the first significant step of the lab with an aim to study and design
suitable processes, methods, and supporting ecosystem for developing digital
public policies for the economy and society. Furthermore, three pilot projects have
been implemented to test the proposed process and methods. The results from
the project appraisals clearly indicate the values of the policy lab approach which
emphasizes co-creation with citizens and diverse stakeholders as well as experi-

menting and refining policy concepts before policy implementation.

The next steps of DES Policy Lab are depicted as a roadmap in figure 5
which consists of 3 phases: Starting up, Growing, and Scaling. Each phase requires
approximately 1-2 years to complete. Strategies and key activities of each stage

are summarized as follows:



¢« Lab as Advisor

« System changer

« Digital Policy Innovation
Knowledge Hub

Citizen engagement platform
« Policy Co-creation Space

« Grow innovator networks

« Capacity building

Starting up}

« Setting up an agile team

* Lab as enabler

« Create champion project

« Buil policy innovator networks

44— Project ) 4 Institutionalized —)p

Figure 5 DES Policy Lab roadmap
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During the Starting up phase, the innovation team will be set up with the
key mission to develop high impact digital policy innovations through engaging
with citizens and variety of experts and stakeholders. This phase also includes
establishing a policy innovation support mechanism through the Digital Economy
and Society Development Fund as well as building policy innovator networks and

ecosystem to support collaborative policy development.

In this early stage, DES policy lab team should focus the effort on creating
“champion projects” with concrete positive results in order to clearly demonstrate
values of the lab and gain support from citizen, management, and relevant
networks. The DES Policy Lab can play both roles, as a policy innovator creating policy
innovations using participatory approach, as well as an enabler who frames the
“right” policy challenges and facilitates the process to obtain policy ideas or
innovative solutions from citizens or network of innovators across sectors. Various
supports such as funding or networks are also provided to the selected solutions

with high potential.

The members of innovation team should come from both inside and outside
the government and possess useful sets of skills and expertise for creating new
policy innovations such as innovation skills, citizen engagement, policy design, and
digital or data science. In addition, the members should have suitable attitudes,
for instance, open-minded, curious to learn new things, and courageous. They
should also have the ability to work with people from diverse backgrounds along
with genuine intention to create public policies that catalyze meaningful changes.
At this initial stage, it is recommended to create a small and agile team that work

collaboratively with diverse experts and innovators in the ecosystem.



In the Growing phase, the innovation team can build on the foundation and
networks established during the Starting up stage. The team may progress to take
on more complex challenges that require higher engagement with diverse players.
Besides, the team can continue to build and expand the digital innovation ecosystem
and community of policy innovators that will help in co-creating policy innovations
and driving the DES Policy Lab forward. Moreover, engagement with various sectors
can be enhanced by creating a physical space for policy co-creation and by utilizing
digital tools, for example, a citizen engagement platform or an open innovation

platform.

In the Scaling phase, once the values of DES Policy Lab are recognized
among citizens or relevant parties and trust in the innovation team is attained,
the team can step forward to offer a digital policy advisory service to government
agencies. It can also proceed to tackle more complex systemic challenges which
require cross-agency collaboration to meet the national digital strategies and
policies for the economy and society. Through experiences in designing digital
policy innovations accumulated from earlier phases, DES Policy Lab can institute
the Digital Policy Innovation Knowledge Hub that produces and shares knowledge
to community of policy innovators and broader public, while continuing to
innovate digital policy solutions and driving changes with its network to achieve
greater impacts. In this phase, the DES Policy Lab can be institutionalized into a
quasi-autonomous government body or a government start-up business in order to

gain more flexibility and agility.

Through the new thinking paradigm and application of innovative methods,
the DES Policy Lab is a major progress in the field of digital public policy design
and development. It serves as a safe space for co-creating and experimenting

policy innovations with networks from across sectors. Driving the policy lab forward
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requires an open mind, intelligence, determination, and resilience, since catalyzing
innovations is never an easy task. Truly impactful innovations arise from countless
trials and failures, and considerable effort and time is required in building trust and
strong networks. Apart from learning the principles and methods, the DES Policy
Lab team and anyone interested in applying the policy lab approach are advised
to put concepts into practices and adapt the methods and tools to suit your own
contexts. It is of utmost importance to keep on learning, experimenting, reflecting,
and improving the work process to ensure continuous growth of the lab and the
ability to deliver values and create meaningful impact to society amidst economic,

social, and environmental crises and changes. O
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Figures
Figure 1: DES Policy Lab Methods and tools
By Praewa Satutum
Figure 2: Policy design process of DES Policy Lab
By Praewa Satutum
Figure 3: DES Policy Lab ecosystem
By Wan Chantavilasvong
Figure 4: The roles of DES Policy Lab as a central platform (Modified from SG:D
Singapore Open Innovation Platform)
By Wan Chantavilasvong
Figure 5: DES Policy Lab roadmap

By Praewa Satutum
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