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Welcome hero!

Introduction | Welcome hero!

You may not know it, but you are a 
hero! Or at least to us. Why?! The fact 
that you opened up this survivor guide 
means you have the ambition to 
innovate public sector. And we know 
from own experience, that this isn’t an 
easy task. But don’t let this discourage 
you, this survivor guide is there to help 
you!

GovLab exists to enable government to solve wicked social problems by providing the necessary mindset, skillset and toolkit to 
innovate and co-create. For over five years we are helping public sector organisations to innovate. During those years we helped 
them to develop new services in the field of unemployment, poverty, sexual harassment and citizen engagement. Although each 
time when you see the impact of a new service it has always been worth all the effort, the process to get there was often 
challenging and harsh.

Public sector organisations are not set up for innovation. They are set up to execute one or more given tasks as efficient and 
effective as possible. To do so they organised themselves along bureaucratic lines that are trained to execute tasks in a 
standardized way to guarantee equal outcomes and to minimize the amount of errors. Innovation is about exploring if things can 
be done differently. It is about experimentation, failure and uncertainty. This makes innovation completely opposite to the core
values of public sector organisations. Successfully innovating public sector demands cutting across silos, the guts to take risk, 
embracing failure and tearing down old believes and ways of working. In short; innovating public sector means fighting it standing 
culture.

This all is not meant to discourage you. On the contrary. Government needs people like you who have a passion for innovation!
Besides that, although we learned at GovLab that innovating public sector is challenging, we also experienced it is possible. Better 
even, we believe that innovation within public sector could be flourishing. But to do so there needs to be a structured approach to 
innovation. It sounds ironic, but also innovation needs to be set up as a discipline with its own governance, processes and tools. 

This survivor guide is meant to give you some guidance during your own innovation journey. Central to the guide is the roadmap 
which describes the path to successful public sector innovation. For each step of the road this survivor guide provides you with:

Let us be clear, this survivor guide will not give you all the answers you need. We believe that is impossible. Each journey is 
different and has its own path. That said, we believe that our lessons are valuable and could be of help during your journey. We
wish you all the best and know we are there if you need a hand…;-)

Insights: Leading thoughtware within the field of innovation. This to provide you with a solid basis for your journey.  

Tools: Hands on tools which you can directly use while fighting dark lords, trolls or other demons. To make sure that you 
don’t freeze they are accompanied by practical exercises that directly get you going.

Inspiration: Learn from others and steal with pride. Interviews with other public sector innovators, descriptions of 
inspiring projects and lists with ‘must reads / listen to’.



CREATE AWARENESS. GET UNDERSTANDING.

SET DESTINATION.

GATHER YOUR
FELLOWSHIP.

ORGANIZE FOR
INNOVATION.

THINK BIG. START SMALL.
SCALE QUICKLY.

BUILD A CULTURE 
OF INNOVATION.

Roadmap to successful 

Public Sector 

Innovation.

Where to go? | Roadmap to successful public sector innovation.

Ok, its time to set off on your 
journey! As said each journey 
is different, but our 
experience is each successful 
journey has a couple of steps 
in common…
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CREATE 
AWARENESS.



Innovation is a 

necessity.

Create Awareness. | Innovation is a necessity.

“You have a brilliant new idea. It’s truly innovative and you are convinced it would make your work and that of your 
department more effective, efficient ánd fun! You would love to execute your idea, but where to start? And maybe an 
even more important question, where to find the time? It’s sooo busy at work. You barely make your daily tasks 
without working over time. You could of course ask your boss if it’s ok if you spend your time on executing your 
innovative idea, but the likelihood that she will say yes is almost as big as snow in August. She is only focused on the 
team getting its daily tasks done. You can even understand her. The top management she needs to report to is also 
only interested in the performance of today. No, at best she will give you permission to spend a couple of hours a 
week on your idea and you know that is not enough. You learned that from your colleague Peter. He also got 
permission to spend a couple of hours on his idea and he has hardly gotten any further with his idea since then and 
by now it almost lost his relevance. Innovation can’t be done part time. The only result of it all is that Peter now feels 
frustrated. No, it’s better to accept that your idea will always stay just that, an idea…” If this all sounds familiar to you 
than your journey needs to start with creating awareness with your (top) leadership that innovation is a necessity. 

The world is fundamentally changing with massive shifts in digital technology reshaping the business world. Rapidly 
changing demographic, societal, economical and technological trends are shaping our future. Citizens needs are also 
evolving and at the same time the government faces huge challenges on several domains; e.g. employment, health 
care, housing, mobility and education. Public sector organizations have to come up with new solutions. Solutions 
which are co-created together with citizens and businesses, which are user-centric and gives citizens and businesses 
the opportunity to take their responsibility and actively take part in solving societies most wicked problems. This all 
demands public sector organizations to redefine itself and innovate at an institutional level.

Innovating at an institutional level means that everything that is known today is not longer valid. This kind of 
innovation generally only succeeds if it is - at least partly - sponsored by the top leadership of the organization. It is 
important that leadership is aware of what’s happing in the world around them and understand that innovation is a 
must if their organization wants to stay relevant in the future.

Ok, by now you might think ‘of course, this I all know, but how do I make my leadership aware of the fact that 
innovation is a necessity?!’ Well, our experience is that it is all about coming up with that one right, compelling story… 
Let’s first test where your organisations stands and give you some input for the why innovation is a necessity in public 
sector. After that we are going to help you build that one right, compelling story!

Hmmm, Ok. I indeed see 
we need to do things 
fundamentally different 
if we want to solve our 
wicked problems and 
keep up with customer 
needs at the same time!!

Societal 
developments

Demographic 
developments

Economic 
developments

Technological 
developments

The world is 
changing at a 
dizzying pace…



Awareness | Innovation is a necessity.

How aware is your 

organisation?! 

It’s time to assess whether innovation 
is already a necessity in your 
organisation and if you are aware of 
the inevitability of it. 

Fully disagree Disagree Agree Fully agree

Our leadership has insight in the trends and drivers shaping tomorrow’s society

Innovation is a key priority for our leadership 

Our leadership has a constant focus on our customer’s future needs

Our leadership takes tough decisions to support long-term innovation goals, even in 
light of other short-term priorities



10 reasons Why.

Create Awareness. | Innovation is a necessity.

FEAR
Today a lot of people live in fear. Not only in war-torn regions, but 
throughout our western societies. Not only the people that vote along 
‘populist’ lines are living in fear. Yes, these people are the most well 
known. They have the fear of losing their identity, their jobs, their 
pensions and all other services they are used to. Often they blame 
migrants for that. This group of people has grown over the last couple of 
years. They have a big distrust towards government and a lot of them 
vote for populists that provide simple answers to wicked problems. But 
on the other hand there is another group, a group less known as they 
don’t fully realize yet that they have fear themselves. They are highly 
educated, earn good money and have almost everything they want. They 
are the people that are in fear of losing their institutions. The institutions 
they are familiar working with, which they use to realize our ambitions 
and our wealth. This actually may be you!

TRUST
Trust in the government and politicians has gone down to an all-time low 
in many OECD countries. This is a threat as lack of trust compromises the 
willingness of citizens and business to respond to public policies and 
contribute to a sustainable economic recovery.

“Trust in government further evaporates. Government 

is now distrusted in 75% of the countries”

Source: Edelman trust barometer 2017

QUALITY OF SERVICE
Outside the public sector, people have grown accustomed to steadily falling prices for better products and services. But for public 
services, governments just keep asking citizens for more money for the same product. 

WHY?!
BUDGET PRESSURE
A lot of western governments 
face big debts, while costs are 
rising because of an aging 
population. If they are unable 
to radically transform their 
service delivery models they 
are forced to curtail public 
services as they are today

“Expectations by citizens grow at a faster pace 

than government responses, challenging the 

confidence of citizens in the ability of 

governments to react to new demands.”

Source: Government at a glance 2015 - OECD

DIGITAL DIVIDE
Society grapples with the undesirable effects—security and privacy 
concerns—of a hyper-connected, digital lifestyle. Governments are faced 
with a balancing act: using the latest technologies to meet the rising 
expectations of hyper-connected citizens, while still reaching those offline. 

EXPONENTIAL 
TECHNOLOGY
“Exponential technologies” have a far-reaching, 
transformative impact across geographies and 
industries. These technologies represent 
unprecedented opportunities and existential 
threats; but their wide-ranging impact is 
indisputable.

AGING POPULATION
In the near future the aging population will dominate many policy and workforce discussions 
in the West, while population growth will continue to slow across most developing nations.

CITIZEN EMPOWERMENT
Citizen-consumers, empowered by 
information and technology, play a 
bigger role in societal problem solving 
as well as in fighting corruption. 

DIGITAL TRANSFORMATION
We are amidst a transformation 
from an industrial society into a 
digital one.

“The potential of innovation 

in government is immense; 
however, the challenges 
government face are significant.”
- OECD -



Everything starts 

with a story.

Create Awareness. | Innovation is a necessity.

It’s Tuesday 9th of January 2007. People are excited. There have been rumours for quite a long time now that something new would be 
revealed. Something with a phone? Something with a touch screen maybe? Something that has to do with the internet? A man in a black 
turtleneck walks on the stage. “We are going to make some history today. I have been looking forward to this day for two and a half 
years.” Thirty minutes later the man grabs the first ever IPhone out of his back pocket and the whole event space goes bezerk.

For me Steve Jobs is one of the masters of storytelling. The reveal of the iPhone exactly shows the power of storytelling and what it is all 
about. Macworld 2007 went down six months before the IPhone actually hit the market. The iPhone wasn’t the first smartphone, but it 
was capable of things far beyond its predecessors. During the presentation at Macworld Steve Jobs amazed the audience while he was 
moving through his revolutionary presentation and showing off exactly what he was doing with an actual working model in his hand. 
The story was so powerful that six out of ten Americans surveyed said they knew the IPhone was coming before its release. And in the 
days before the actual launch thousands of people were reported to waiting outside the Apple and AT&T retail stores.

Storytelling is one of the most powerful skills we as human beings have. Stories play an important role throughout our whole history. 
They inspire, make us laugh, cry, love and hate each other. They divide us, bring us together and move us. As Bill Gurley, a well know 
Venture Capitalist, states; “Great storytellers have an unfair competitive advantage”. This is definitely true when it comes to innovation. 
Storytelling skills are not only crucial to convince your leadership of the fact that innovation is a necessity. It also helps to mobilize a 
community, create followership and will help you to sell your new, innovative ideas with your resistant colleagues. 

“The great storytellers have an unfair competitive advantage.”
- Bill Gurley -



Storytelling is 

not an art.

Create Awareness. | Innovation is a necessity.

“Oh no, I need to tell a story…I am not a storyteller…I feel very 
uncomfortable to be on stage!” If this is your reaction when someone 
brings up storytelling, you are not the only one. A lot of people don’t 
feel comfortable when it comes to storytelling. Definitely when it 
comes to telling a story in front of an audience. 

Often you hear people say that ‘storytelling is an art’. That implies that 
storytelling is something for the gifted people, for only those that have 
that rare talent. I disagree with that. Yes, telling a good story requires 
practice, but in the end everyone of us has the ability to become a 
great storyteller. Our opportunities to tell stories are not rare. They are 
omnipresent. We tell stories all the time. In fact, we do little else. A 
phone call is a story. Dinner with friends is a story. And so is this 
survivor guide. We all are natural born storytellers. That includes you! 
All it takes is guts and to adopt some important survivor guidelines.

Storytelling ≠
about you!

Prepare, Test, 
Iterate, Test…

Dare to be 
vulnerable!

Storytelling ≠ 
presenting!

Just one big message!

“Great stories tell us something 
about what it means to be human.”
- Jenn Maer, IDEO Design Director Its more than 

words!



Storytelling ≠ presenting
Do you know these presentation where you see slide after slide?! Often with a lot of text and / or graphics. We as consultants are great at it. But how often were you really engaged in these 
‘stories’? Yes, I know there are some people that get very excited when they see a lot of data on a sheet (a lot of them are actually a colleague), but most people don’t. So skip those slides and tell a 
real story! A good story of course can contain some data, but it should not be the backbone of your story and it definitely does not need to be in the background all the time. Try to limit the 
amount of slides to the bare minimum and only use visuals and graphics which directly strengthen your message without an extra explanation. This also saves you directly from the pitfall of 
constantly looking at your slides instead of your audience…☺

Dare to be vulnerable!
Storytelling involves the recipients heart. People read it through their eyes (or listen to it through their ears) and something
that they are reading engages an emotion and at that point in time their hart gets engaged and then it gets back to the brain. 
That is when you have an audience that is really paying attention to your story. So dare to be vulnerable and make it personal. 
Put in your own believes, experiences, values and feelings. This will make your story authentic and the personal touch makes it 
much easier for your audience to relate to your story. While doing that try to paint a picture with your words. Animate your 
stories with adjectives and words like ‘feel’ and ‘hear’. This brings the story alive.        

“When I share our GovLab vision on the future of healthcare I 
often start with the story about the health journey I went 
through when my mother was diagnosed with cancer. It is a 
very personal story, but it exactly shows which flaws are 
present in the current health sector. On top of that, because it 
is a very personal and authentic story, people easily relate to 
it and are directly engaged what makes them more receptive 
to the message.” 

Storytelling ≠ not about you!
“Huh?! You just said it needs to be personal and authentic!” That’s correct, but your story needs to fit your audience. It is important to relate to their emotional needs. Telling a personal story on 
how you made a lot of money with a new service in front of an audience of leaders of public sector organisations might not be the most effective. So when preparing your story it’s very important 
to gain insight in your audience and adjust it accordingly.  

Just one big message!
People are bad listeners (of course I don’t mean you, just all the other people…;-)). With that I don’t mean that 
they don’t listen. They do. The thing is just that it’s hard for people to deduct the core message of a story. 
Therefor it is good to help them a bit. Stick with one core message you want to get across with your story and 
which people should remember. Multiple messages only confuses people. To make sure that one core message 
will stick use the following structure as a backbone of your story; “this is what I am going to tell you, tell them, 
this is what I told you”.  

Prepare, test, iterate, test…
You know these people that seem natural born storytellers that tell a flawless story on stage that feels completely in the moment and improvised…these 
people have rehearsed there story many times! To really nail your story, whether it being on stage, an infographic or a video, it’s important to prepare, test, 
iterate and test again. Not only does it make you remember your story better, it also helps to get insights on the best storyline, your timing and your 
audience needs.  

Its more than words!
When people think of storytelling, they often directly think of a big stage with a lot of people in front of them. But definitely nowadays in the era of social 
media storytelling is about much more media; infographics, video’s, vlogs, blogs. There are many ways to share your story. Think of your audience and make 
a mix of the right media to get your message across. 

Use the following structure as a 
backbone of your story; “This is 
what I am going to tell you, tell 
them, this is what I told you.”

Create Awareness. | Innovation is a necessity.
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There are numerous inspiring 

speakers in the past decade. 
Get inspired by their stories and 

how they tell them:

The speech that made Barak 
Obama president

Emma Watson He for She 

speech

Martin Luther King I have a 

Dream speech

Being a good storyteller can significantly impact your business. 

Whether you are sharing how your business got started or explaining 
how something works, you often express your thoughts and ideas 

through telling your story.

Get Inspired!

Get inspired by our 

recommended readings, podcasts 

and TEDtalks

Click the links or 

pictures to access 

the content

Storytelling and providing your pitch can be 

challenging. The below TEDtalks and best practices 
prepare you for the best pitch. 

The magical science of storytelling | David JP 

Phillips | TEDxStockholm

How to avoid dead by powerpoint | David JP Phillips 

| TEDXStockholm

Want a better pitch? Watch this

Storytelling for Influence Instructor and IDEO 
Design Director Jenn Maer and IDEO U Dean 
Suzanne Gibbs Howard discuss the tools and 
mindsets that can help you become a master 
storyteller, prototype your story, and bring your 
audience along on an emotional journey.

Podcast
How to become a better storyteller

Podcast 
Storytelling / Sharon 

Lechter

Maximize your influence

Paper
The hero’s journey 
through the landscape of 
the future

A ‘golden oldie’. A paper which is already more than 5 years old, but 
still very relevant if you want to have a better understanding of the 
big shift our world is into at the moment.

Book
Detonate

Most organizations today claim they’ve embarked 
on a transformation, but are they really?! No. 

Detonate is an urgent clarion call to 
organizations to detonate their old 
ways of operating so they can 
reinvent their internal 

processes and topple 
disruptive 
competition.

Create Awareness. | Innovation is a necessity.

https://www.youtube.com/watch?v=OFPwDe22CoY
https://www.youtube.com/watch?v=gkjW9PZBRfk
https://www.youtube.com/watch?v=smEqnnklfYs
https://www.youtube.com/watch?v=Nj-hdQMa3uA
https://www.youtube.com/watch?v=Iwpi1Lm6dFo
https://medium.com/firm-narrative/want-a-better-pitch-watch-this-328b95c2fd0b
https://soundcloud.com/ideo_u/5-ways-to-become-a-better-storyteller
https://podcasts.apple.com/gb/podcast/storytelling/id1201381263?i=1000390012782
https://www2.deloitte.com/us/en/insights/topics/operations/heros-journey-landscape-future.html
https://www2.deloitte.com/us/en/pages/about-deloitte/articles/press-releases/book-launch-detonate-why-and-how-corporations-must-blow-up-best-practices-to-survive.html


Create your own 

story!

Step 1: Design your Big Idea
What’s the singular focus of your story—the big idea? What do you want your audience to remember? If you 
deliver your story to different audiences, your big idea may have numerous offshoots and variations within 
one central story. Lesson one for storytellers is all about developing the blueprint of your story and 
determining your big idea. 

Step 2: Get to know your audience
Context matters. In order to develop clear and compelling stories, it’s essential that to understand who your 
audience is and the goal of your message in a particular setting.  Ask yourself: Who is the group? What do they 
care about? What do they value? What part of your (work) life would make them curious to learn more? 

Step 3: Draft your story
Now you have determined your big idea and gained insight in your audience make a first detailed draft of your 
story. Also when you prepare for a story on stage it is good to write it down first. Not only will it make you 
remember your story better, it also allows you to iterate your story easier while practicing.  

Step 4: Get Outside Your Comfort Zone
Ok, now it’s time to make your story awesome. It’s time to stretch yourself and make your story really 
compelling by getting outside of your comfort zone. What’s the difference between dangerous and 
uncomfortable? Whether it’s public speaking, asking for a raise, asking someone on a date—is your fear 
dangerous or just uncomfortable? If it’s just uncomfortable, start pushing yourself out of your comfort zone. 
And get comfortable talking about your challenges. Challenges are an essential part of every great story.

Step 5. Practice, Practice, Practice
Your awesome draft is ready, but its not final yet. To make it really great start practicing! Storytelling is like a 
muscle that needs continuous exercise. As Jenn Mare, Design Director at IDEO, states; “I need to always learn. 
We’re never done. One discovery I’ve made along the way telling my story is that I have more to learn even as 
a storyteller.”

Create Awareness. | Innovation is a necessity.

Ok, now its time to create your own 
story! Work on a story like you would 
build a new product — prototype, 
gather feedback and refine it. The most 
powerful stories are both clear and 
compelling. Here’s how to get started…
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Contact the GovLab global team for more 

information or resources 

Connect | Connecting across the ecosystem
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Liz Tandberg | Manager | ltandberg@deloitte.no
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