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Design Thinking and its Implications for Public Service Innovation
in the Macao SAR Government:
Taking E-Government as an Example

LI Ke', ZENG Zhonglu®

(1 Faculty of Humanities and Social Sciences, Macao Polytechnic University;
2 Macao Polytechnic University)

Abstract: In the current public management environment, public service innovation in governments is of great
significance, but it also faces many challenges. For the Macao SAR Government, improving innovation, especially in
public services, is an important strategic goal for future development, but there is still some room for improvement in
its public service innovation represented by e-government. In recent years, design thinking has provided a “bottom-
up” approach to problem solving and practical application for public service innovation by emphasizing empathetic
thinking, problem reframing, abductive reasoning, thinking in doing, and interdisciplinary collaboration, which transcend
the traditional limits of problem analysis and solution. This paper reviews the value and obstacles in government public
service innovation, summarizes the connotation and process of design thinking, and analyzes the current e-government
development in Macao, which can provide a reference framework and practical guide for the Macao SAR Government to
promote public service innovation represented by e-government.

Keywords: public management, public service innovation, design thinking, e-government
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* Bailey, J., & Lloyd, P.,“The Introduction of Design to Policymaking: Policy Lab and the UK Government,” In

Proceedings of Designt+ Research+ Society-Future - Focused Thinking: 50" Anniversary Conference of the Design
Research Society, 2016, pp. 3619-3633.

Eurostat and OECD, Oslo Manual: Guidelines for Collecting and Interpreting Innovation Data (3™ edition), Paris:
OECD, 2005.
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> See Hartley, J., “Innovation in Governance and Public Sservices: Past and Present,” Public Money & Management, vol.
25 (1), 2005, pp. 27-34.

¢ See Hartley, J., “Innovation in Governance and Public Sservices: Past and Present,” pp. 27-34.

7 Greenhalgh, T., Robert, G., & Bate, P., et al., How to Spread Good Ideas: A Systematic Review of the Literature on
Diffusion, Dissemination and Sustainability of Innovations in Health Service Delivery and Organisation - Report for
the National Co-ordinating Centre for NHS Service Delivery and Organisation R & D (NCCSDO), London: University
College London, 2004.
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> See World Government Summit & OECD, Embracing Innovation in Government: Global Trends, Dubai, United Arab
Emirates, 2017.

10" See Hartley, J., “Innovation in Governance and Public Sservices: Past and Present,” pp. 27-34.

I Mintrom, M. & Luetjens, J., “Design Thinking in Policymaking Processes: Opportunities and Challenges,” Australian
Journal of Public Administration, vol. 75 (3), 2016, pp. 391-402.

12 See Kaufman, H., The Administrative Behavior of Federal Bureau Chiefs, Washington, D. C.: The Brookings Institution
Press, 1981.
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See Ruscio, K. P., “Trust, Democracy, and Public Management: A Theoretical Argument,” Journal of Public

Administration Research and Theory, vol. 6 (3), 1996, pp. 461-477.
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See Albury, D., “Fostering Innovation in Public Services,” Public Money and Management, vol. 25 (1), 2005, pp. 51-56.

See Moore, M. H., “Break-through Innovations and Continuous Improvement: Two Different Models of Innovative
Processes in the Public Sector,” Public Money and Management, vol. 25 (1), 2005, pp. 43-50.

17" See Cabinet Office, “Power in People’s Hands: Learning from the World’s Best Public Services,” London, UK: Cabinet
Office, 2009.

See Moore, M. H., Creating Public Value: Strategic Management in Government, Cambridge, MA: Harvard University
Press, 1995.

19 Moon, Y., “Don’t Just Do Something, Stand There!” Harvard Business Review, vol. 82 (3), 2004, pp. 16-17.
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2 See Moon, Y., “Don’t Just Do Something, Stand There!” pp. 16-17.

22 See Burt, R., Structural Holes: The Social Structure of Competition, Cambridge: Harvard University Press, 1992.
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24 See Ocasio, W., “Towards an Attention-based View of the Firm,” Strategic Management Journal, vol. 18 (S1), 1997,
pp- 187-206.

% Moon, Y., “Don’t Just Do Something, Stand There!” pp. 16-17.

26 Mack, R., Planning on Uncertainty: Decision Making in Business and Government Administration, New York: Wiley-
Interscience, 1971.

27 Mulgan, G., & Albury, D., Innovation in the Public Sector, UK: Cabinet Office Strategy Unit, 2003.

2 See Moore, M. H., Creating Public Value: Strategic Management in Government.
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