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About Co-Lab Studio

Co—-Lab Studio is committed to designing
more diverse and inclusive open

ﬁ:—/}eﬁﬁ . /@leﬁflﬁ Collaboration processes, providing
consulting services, open collaboration
activities, and various collaborative
iInnovation services.
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Some backgrounds about us

Our two founders have served in the central
government (Public Digital Innovation
Space) and civil society organizations, and
have diverse experiences in promoting
public affairs.



What do we do?

Understanding the situation of stakeholders
and organizational culture, we propose
flexible and creative solutions to adapt to
different challenges.
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What is our vision?

We are committed to nurturing trust and
partnerships between different groups,
thereby creating a more participatory and
inclusive public environment.



Haoting Chang

Design Director, Co—Lab Studio
Design Lead, Public Digital Innovation Space
nteraction Design, IDEO

About our

founders

Enen Hsu

Strategy Director, Co-Lab Studio
Host Team, Public Digital Innovation Space
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Kang-Ku Lin

® |'m a UX designer in Vyond
e \NNorked as an service design intern in

Co.lab studio

Little bit

about me

e Have joined several projects about
designing for gov
e |'m still learning

e (Also a rock climber and cat lover)
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What is pa
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Participatory design

is a democratic process for design (social and
technological) of systems involving human work,
based on the argument that users should be involved
in designs they will be using, and that all
stakeholders, including and especially users, have

equal input into interaction design (Muller & Kuhn,
1993)

Muller, Michael & Kuhn, Sarah. (1993). Participatory Design. Communications of the ACM. 36. 24-28. 10.1145/153571.255960.
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Design Empower
together them

Design with anyone that can Create an inclusive

pe affected by the service or environment that everyone
oroduct. can contribute their own
ideas and thoughts.
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QO
Process >
Outcomes

The process of co—creation
can have more impacts than
the solution itself.




Next, we'’ll share 3
projects which we invite

different stakeholders to
participate in design...
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Citizens

Civil
servants
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The prospects of geothermal development in
Taiwan, and the exchange of collaborative
experiences

Rescue Action by Youth - Ministry of Education

Youth Development Administration Website Revamp

What’s in the prison - Collaborate with civil
servants to create better prison ecosystem




The prospects of geothermal
development in Taiwan, and the
exchange of collaborative
experiences

13
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https://www.facebook.com/geothermalenergy.tw/photos/a.1793973924174054.1073741826.1793970317507748/2039365169634927/
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https://www.youtube.com/watch?v=puJAHqh7l4M
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Afterward, we made the contents such as mind maps and verbatim transcripts publicly available,
adhering to principles of openness, transparency, and inclusivity. We hope that interested individuals in

the future can use this as a foundation for further in—depth discussions.
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"When everyone discusses face—to—
face, a lot of consensus can be
quickly formed, compared to the
past where communicating top—
down incurred high administrative
and time costs.”

21




Some takeaway

oy
i M

Collaborative
meeting

Collaborative meetings bring
all stakeholders together to
co—create a more
comprehensive policy.

Co-Lab Studio | CC BY 4.0 | 2024.03

O

Process >
Outcomes

“Unbox” the process can
boost further communication
and encourage more citizen
engagement.

/

Digital tools
for discussion

Digital tools is a good way to
convey complex message
and perfect for complicated
discussion.
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Ministry of Education Youth
Development Administration Website
want to have improvement and they
decided to..
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Ministry of Education Youth
Development Administration Website
want to have improvement and they
decided to...

Invite young people (the youth) to join and revamp the governmental
website together.

Co-Lab Studio | CC BY 4.0 | 2024.03 25



Project RAY

(Rescue by youth)

Back from 2019, in every summer, PDIS (Public
Digital Innovation Space) would invite 30 students
from different colleges and universities, including
service design, interface design, visual design, and
information.

They joined together to investigate governmental
websites and develop prototypes of them.

26
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https://vimeo.com/640885975

How does it work?

Discover users’
needs by Consolidate Create two versions Lo—fidelity
conducting feedback and share of wireframe Prototype and
interviews and internally (standard vs crazy) testing
usability testing

Define High-fidelity
core issues prototype
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PDIS team

Students involved in
the RAY 4.0 project

Interview

ers of the public Kntedy

6 extreme users

But it’s also more
than just a few prototypes...

Ministry business r

services

YDA

Contractual relationship

YDA outsourcing supplier

Co-creation of digita

(Check full progress record)

2021/01/27 Opening session

2021/01/29 1st meeting

2021/02/05 online meeting
discussion

2021/02/22 2nd meeting

2021/03/15 3rd meeting

RAY 4.0 prototyping the
YDA website optimized
framework

Selecting RAY 4.0 students
to join the digital services
planning team

YDA aims to optimize
the structure to incorporate
existing designs

Ray 4.0-designed prototype Conlmc;or's origina
n-house design version

Consensus on revamps
among YDA, RAY 4.0 and
contractors

Consensus 1: Easy to Consensus 2: Service
find the information categories are easy for
you need users to understand

YDA Director-General
presided over cutstanding
matters

Adding service items
and reclassifying activity
terms

Official website and
main menu layout design

Post-meeting: YDA needed
to confirm whether the
project categories and
pages should be categorized
by service (Career Counselling,
Public Engagement, International
Affairs) or activity
(Volunteering Experience,
Travel Experience).

After the meeting: Proshine
was required to complete
three tasks to design
the layout for the RAY
4.0 usability test

Task 1: Find a page of
public sector internship
activities for college
students

Meodifying the categonization
of event terms according
to the reading habits
of website users

Adding a project page
to explain the content
of the project, so that
applicants can better
understand the purpose
of the event

Consistency in backend
control

Task 2: Check if you
have been approved for
an application to organize
a youth volunteer team

lask 3: You have had
some free time recently
and would like to know
about activities available
in February.


https://pdis-tw.kumu.io/youth-development-administration-ministry-of-education-website-revamp-policy-co-creation-process?token=IsARwAEOxjbhRge9
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Some takeaway

&
More creative
and fresh

Providing young people
channels to join public affairs
can reinforce open
government and public—
private relationships, and
bring fresh, powerful,
creative ideas into public

Co-Lab Studio | CC BY 4.0 | 2024.03

gl

Bring the
voice in

Youth engagement serves as
a bridge between civil
servants and citizens,
bringing the voice of citizens
into public management

‘6 8\.

Younger
engagement

Public service revamped by
the youth encourages more
citizen engagement
regardless of age, abilities,
and backgrounds




What’s in the prison - Collaborate
with civil servants to create better
prison ecosystem

32



Taiwan's prisons are facing a
significant burden of manpower
management.

How can we propose possible strategies for long—term simplification
of administrative operations by service design?

Co-Lab Studio | CC BY 4.0 | 2024.03 33



8

jails for
field investigation
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33

stakeholder
interviews

® Prisoners

® [heir family

e Agents

® Prison guards




During the initial arrival of priéoners, the
take care of a lot of work, such as intake
registration, item registration, and monetar
are mostly paper—based.
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We came up with a service blueprint about how the prison
works throughout a prisoner’s journey.

Many issues arise during the initial arrival of prisoners and
their subsequent purchases within the jail.
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e How to onboard new servant
e How to simplify the workflow

3

. e How to make purchase easier inside the prison

Topics

2 8 e All from different parts of the local jain in Taiwan

pa rticipants e \\ith diverse work title

40
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We used the journey map that the team firstly came up during the
previous research. Then we brought it to facilitate all the participants,
and co-create possible solutions together.
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"I think this approach is excellent as
it provides a platform for
orainstorming. When aiming to
implement systemic changes, it's
essential not to be constrained by
the existing system.”

42




Some takeaway

. Q

Humane Design a more
administration comfortable workshop

A more humane, fair, and Many prison staff members Therefore, the workshops
transparent administration refrain from expressing their prioritize a people—centric
not only impacts the daily thoughts extensively due to approach, allowing them
operations of every staff the challenges and to feel more relaxed and
member but also directly environmental factors they expressive.

affects the rights and face.

interests of prisoners and

their families.
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Co-creation and collaboration are key ingredients for building an open
government that reflects the needs and aspirations of all citizens.

Open government and participatory design can reinforce each other,
creating opportunities for dialogue, feedback, and joint problem-solving

between government and citizens.

Successful open government initiatives require careful attention to both
the "openness" and the "government" aspects, balancing all the needs
from stakeholders.




As a service
designer

As a public

servant

As a citizen
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How might we build up an inclusive environment for every stakeholder to
join, and offer enough information for more effective participation?

How might we break the silos between each department and also with
society, and work together with citizens for better public services?

How might we step out of our role as a user sometimes, and be the
actor to contribute to a better public service which would benefit to us?




Participation
officer Network

Twice/Monthly
Collaborative
meeting

Service
Design

Interviews

Define
HMW

Collaborative
Style

Lecture

Facilitato
training

Lesso
plan

Worksho



