Ministero
E F dell'Economia
e delle Finanze

Transforming public sector delivery services: a
co-creation approach

11 December 2020

Francesco Paolo Schiavo

Director of the Directorate of Informative
Systems and Innovation (DSIl) of the General
Administration Department (DAG), Ministry of
Economy and Finance (MEF)



DIRECTORATE oF
3‘ . INFORMATIVE SYSTEMS
D amd INNOVATION

MEF

M”\"STR‘I IS THE LARGEST
FRANCESD PROLO  * Thmee™ sEuce.s

SCHIAVO
DIRECTOR o THE DIRECTORATE
of INFORMATIVE SYSTEMS and

INNOVATION (DSW) oF DAG

Good morning,

It is a pleasure
to be here with
you today




The evolution of the Directorate: transforming public sector delivery
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With NoiPA and the
Introduction of the
online portal, we
moved from a logic
of “compliance” to
a logic of “service
provision”.,




The new service
delivery model
Involved an
organisational
change performed

through to a bottom-

up co-creation
methodology

Overcame problems :

Strong resistance to change

Long adoption time for new processes

Offices competences conflicting with each other

Errors in re-organisational decisions
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Co-design as a tool

for managing change

Beyond
1000 man/hours
Beyond
2 50 Participants
Two headquarters
(Rome and Latina)

All directorate’s staff was involved as they all
shared their knowldege and experience

Match-making between newly designed processes
and service delivery needs
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Reduced resistence to change due to substantial
personnel’s inclusion and satisfaction




How transformation was designed?
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be sufficient.... | ecosystems made of private and public

actors to create new services and
Improve the existing ones in an open
/i Innovation approach
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Ministry of Economy and Finance (MEF),

Thanks for
° Directorate of Informative Systems & Innovation (DSIlI),
yo u r t] m e ! General Administration Department (DAG)
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Cooperation is the thorough

Francesco Paolo
SCHIAVO

Director

Convicti()n that nobody can francescopaolo.schiavo@mef.gov.it
get there unless everybody
gets there

Virginia Burden
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