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Service Journey
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Experience
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Capatilities of
‘concierge’

function / role

Before

Explore

it

We’re confident that we’ve
found the best fit approach
and have the support to
deliver if

{=E

Project Diagnosis session
including tovls to:
Deduce challenge type

Process T
Potential suppliers

Facilitate a diagnose of
projects to determine frest
fit approach

Find

fit

We’re confident that we’ve
secured the best it
specialist expertise to
iff;lpm’l’ this project

B

Chovsing specialist providers
iuclng tots for
Tender writing
Preferred supplier panel

Guidance on selection

Support choice making
around suppliers

fit

This is a good start to the
work, everyone has Feen
involved who needs to bte,
everything hg; een thought
about.

tE

Initiation meeting and
introduction of project
management approach

Facilitate project initiation
meetings

Apply

fit

The specialist su is qood
ﬂfpe;’hﬂf ‘I'he;%n
understands my needs

E Project deli
: sﬁjeci alist 52{;%”

fit

When something went wron

| knew the concierge coul
help us ou

Troubleshooting session

Provide troubleshooting
support bused on project
experience

it

At the end of the project
we recognised what we’d
achieved, what we’d learnt
and discussed how to set up
the next stage of the
project

=

Next steps
planning session

Facilitate reflection and
learing

Diagnosis facilitation

After

it

The 6 month follow-up
helped us reflect on progress
since the project and to
create 4 case study

te o

Post project impact
review session

Facilitate reflection and
learning



Theory of Ch

ange

Broader Goals

Line of

accountability

End of program outcomes

Interim Outcomes

Key Activities

Effective policy,

programs and services

More appropriate
methods fit the
challenge

Problem tumed into
project

Better understanding
of the challenge and

options for approach

Facilitated project
diagnosis and
introduction to new
proflem solving
approaches

Sustainable economic
and social outcomes for

pesple

Directional decision—
making informed by
long —term visioning &
relevant evidence

Understand future
contexts and current
activity needed to get
there

Decision—making is

quick and irformed

with clear lines of
responsibility

Facilitated future
thinking and decision
making

Cﬂpﬂbﬂi‘l’q and
conditions for innovation
in the public sector

Effective solutions
developed

Better choice of where
to invest

Policy prototyped
quickly and_grounded in
qualitative and
quantitative evidence

Stakeholders are
grounded in the
reqlities of the protlem

specialised support to
make sense of data,

conduct ethnographic
insights and test poﬁcq
to mitigate risk

Scalabie solutions and
_greater social and
economic impact

Folicy and programs
effectively spread

Leaders know when and

how to scale # solution

Clear and robust
monitoring and
evaluation framework
attached to policy and
programs

specialised support to
evalurte policy and
programs and spread

solutions that work

Modern South
Australian Public Sector

More effective crisis
responise

Wider range of options
considered

Rapid specialised
support to generate
strategic response
when current service

fail

Innovation trecomes
business as usual in
departments

Structures embtedded
to support new provlem
solving methodologies

Advice and mentoring
to localise skill
development and
structures for
innovation

Constructive working

relationships retween

Gaovermment, citizens,
business & NFP

Fartnership

Better understanding
of public sector
challenges

Contritute knowledge

Feel heard

Citizens, business and
NFF invited to
participate in robust
process



Key Partners

Office for the Public
Sector

Business
development

Intemal
partners

Treasury Better nge'l‘her

Engagement/

Procurement o
Communications

Office of Digital

Govermment

Office of Data
Analytics

bata Digital

Fanel providers

Consultancies
Universities

Cost Structure

Consultancy fees

salary for Concierge for specialists

Key Activities

Q
iR

Communications
and marketing

Business
development —
securing customers
and providers

Procurement —
provider selection
and customer
payment handling

Training and
coaching

Evaluations,

reporting and
storytelling

Partnerships and
contract
mﬂn@emem"

Key Resources

Concierge role
capatility

Detailed design of ~ Communications and
modules promotions

Prefe | supplier Diagnosis facilitation,
) o project management
list/tender writing i) o

tools capatilities

Module
development

Business Model Canvas

(T
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Value Propositions {7/

Build capability of
your staff to
accelernte projects

Lean about new
ways to experiment
safely

Explore how new
methods could e
applied to your work

Tailor and sustain
capability that’s
right for your
Department

Apply the right
tovls and methods

service

C'ustomer Relationships .Z

Fee for specialist

Channels

Electronic -
website, IPPA E-
News, public press

Existing programs

Better Together

showcase 90 days
Open state

Revenue Streams

Base funding
eq agency (can’t

read Chris’
handwriting)

Meetings
Senior Executive
Council Departmental
Executive
Policy Net

Leadership
Academy

Funding for new
modules (offers)

Customer Segments

“Help me find ways
to do things
differently and
safely”

Executives/Non—
Executive
Mﬂn@emen'f’

% of fees to
specialists

Fee for project
accelerations
services




Scenario
prototyping
DOE IEO

Stakeholder
Forum
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Enacted
Prototype
Mercedes Benz
Self-Check







y
Full-scale

prototyping
McDonalds
Restaurant

Go through the process
end-to-end with as much
real detail as possible -
it's an enacted
\ prototype on steroids!



U S| n g pa pe I’ Good for spelling out your ideas, any idea
U Sin g a ta b I e tO p Good for testing logic, flow, interactions, seeing how a system (might) work

Examples:
Service Blueprint,

U S| n g fl‘a m eWO I‘kS Good for capturing the whole idea, process or system Theory of Change,

Busmess Model Canvas

Tip: Use across

U S| n g SCE na Il OS Good for thinking through an idea, comparisons, or futuring different time

horizons, geographies
or demographics

U Sin g a Ctl n g Good for testing a process, interaction or experience

At fu I I - SC& Ie A full-scale prototype helps operationalise an idea and work out all the details



