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As civil servants, we are often depicted as to having low levels 
of productivity, carrying conflicts of interest or working under 
generalized bureaucratic practices. However, this image emerges 
without considering the silent majority of civil servants who exhi-
bit high commitment levels to public service and great technical 
experience, and who are permanently worried about improving, 
increasing their impact, and looking for feasible and relevant 
solutions to public management problems.
 
Precisely this group of civil servants raised the need to have a 
space where new tools could be learned, good practices shared 
and more importantly, create networks to spread this new attitu-
de towards public service. Driven by this impulse, the Laboratorio 
de Gobierno (LabGob) decides to co-create the Network of Public 
Innovators in 2015.  
 
Two years later, and after multiple initiatives carried out by the 
Network, it became evident the importance of evaluating and 
systematizing this process, in order to project its experience to 
the future of the community. This work was entrusted to one of 
the LabGob key expert allies, the Centro de Políticas Públicas UC 
of the Pontificia Universidad Católica de Chile built an extensive 
analysis from which important part of this document is based 
upon. Likewise, many of the multiple recommendations listed on 
the initial report were collected and will be implemented accor-
ding to this year’s priorities.
 

More than a Network, a citizen-focused 
movement of civil servants
Roman Yosif Capdeville
Acting Executive Director
LabGob

Two of the most remarkable elements you will find in this docu-
ment are, on the one hand, the stories of the Network’s pro-
tagonists – their reflections, personal journeys, and, especially, 
their drive to constantly challenge themselves around the scope 
of their work for the State – and, on the other hand, the partici-
pants’ evaluation of their experience in the Network’s activities.
 
I take this opportunity to thank the Centro de Políticas Públicas 
UC for the virtuous collaboration that took part in the creation of 
this document and the efforts dedicated to its completion and, 
overall, to all the passionate public servants who took the time 
to make this report possible through their participation in both 
face-to-face activities and the Network’s digital platform.
 
This Network, which currently hosts more than 3.000 public ser-
vants representing over 400 diverse public institutions from every 
region in the country, is really a dream come true; not because 
we believe that it is sufficiently representative or rooted, but 
because we laid the first stone in order to transform this critical 
mass into a movement of civil servants with a greater focus on 
users. We believe this will bring a gradual and long-term systemic 
change in the quality of services that we, as the State, deliver to 
our citizens.
 
I give my recognition to this first wave of brave civil servants 
wanting to break these paradigms and innovate in their respec-
tive daily tasks, with the sole purpose of having an innovative 
State for the people.





Chile has witnessed profound changes in the 21st century. The 
spread of information and communication technologies, along 
with other processes, has deeply modified the way we think and 
understand our society.
 
The Network of Public Innovators, an initiative by the Laboratorio 
de Gobierno, has based its course of action on the will to gene-
rate changes in the mentality of civil servants, exposing them to 
different ways of understanding their roles and motivating them 
to learn new methodologies and connect through networks that 
transform the way in which public institutions interact.
 
In this context, it is worth noting the will of the Chilean public 
sector to undergo a self- examination and evolve, in light of the 
problems that shape the current world.
 
This document, which explains the trajectory that has shaped the 
Network of Public Innovators during the past two years, collects 
some elements from an evaluation that we, as the Centro de Po-
líticas Públicas UC of the Pontificia Universidad Católica de Chile, 
carried out for this initiative. It is conceived as an opportunity of 
necessary introspection, highlighting important achievements 
obtained in a short trajectory and, at the same time, giving room 
to identify future growth possibilities and understand the cha-
llenges that lie ahead. With this in mind, we wish to contribute 
to the construction of a new and more democratic State that 
operates closer to its citizens.

Contributing to the public 
sectors’ reflection from 
academia
Ignacio Irarrázaval
Director of Centro de Políticas Públicas UC
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·
·

·

·
·
·
·

This report reviews the Network of Public Innovators of the Labo-
ratorio de Gobierno, through a descriptive presentation and eva-
luation of its actions and activities. This work was compiled by 
the Laboratorio de Gobierno, recognizing various inputs, such as 
the experience implementing the Network and also retrieving the 
key results and recommendations from an independent evalua-
tion of the initiative carried out by the Centro de Políticas Públi-
cas UC of the Pontificia Universidad Católica de Chile between 
October 2017 and March 2018.
 
This work begins by contextualizing and detailing the Network’s 
two main dimensions – face-to-face and digital –, as well as the 
actions that have been carried out through them. For the evalua-
tion of both, the methodology considered the following activities:

1
About this Report

Analysis of satisfaction surveys from more than 1.300 civil ser-
vants who participated in face-to-face activities during 2017.
Analysis of 15 interviews conducted the days following the 
participation of a sample of participants in activities in three 
previously selected regions.

Analysis of eight interviews conducted approximately four 
months following the participation of a sample of participants 
in four previously selected regions.
Analysis of a survey answered by 23 managers of civil servants 
who participated in events in four previously selected regions.
Non-participant observation by the Centro de Políticas Públi-
cas UC team in three face-to-face activities.
Analysis of a satisfaction survey of the Network of Public 
Innovators’ website users.
Analysis of user characterization and use of the website.

This research allows us to present some key findings that 
highlight the unique value of the Network of Public Innovators 
at a national level, as well as to compile some recommenda-
tions that the Centro de Políticas Pública UC provides for the 
development, strengthening and projection of the Network of 
Public Innovators.
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2
Introduction
2.1 The Laboratorio de Gobierno

In 2014, the Chilean government created the first national-level 
public-sector innovation lab in Latin America, responding to the 
need of providing the public sector with a greater capacity to 
adapt to changes in an increasingly complex environment and in 
a context of social dynamism and citizen protagonism.

The Laboratorio defined its mission as: “To develop, coordi-
nate, facilitate and promote open and people-centred inno-
vation processes and based on collaboration, that can artic-
ulate multiple actors in the co-creation of solutions to public 
problems, that create trusting relationships between actors, 
and that impact and serve in the creation of public value”.

Applying a strategy focused on fulfilling this purpose, this Labo-
ratory has established three strategic functions:

Connect and Mobilize 
Create, strengthen and 
organize an ecosystem 
of actors capable of 
collaborating around 
a public innovation 
agenda. 

Training 
Create, develop and 
strengthen inno-
vation capabilities 
within the diverse 
actors of the public 
sector.

Explore and Resolve 
Encourage, promote 
and support the crea-
tion, experimentation 
and implementation 
of solutions to public 
problems based on the 
capabilities created 
within the ecosystem.
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User-centricity
A strategy that places 
people at the centre of 
processes and discussions, 
understanding individuals’ 
needs, motivations and 
capabilities, key agents of 
the innovation process.

Co-creation
Active collaboration that 
takes place between 
multiple actors by opening 
spaces, delivering tools and 
motivating them to co-dis-
cover, co-define, co-design 
and co-implement innova-
tions with impact.

Experimentation 
Technique in which 
solutions and learning 
processes are developed 
through prototyping - i.e. 
a “hands-on” approach 
that seeks to build 
practical knowledge that 
informs, improves and 
creates feasible solutions, 
discarding bad ideas, whi-
le enhancing good ones.
 

Systemic view
Approach aimed at integra-
ting systemic thinking into 
processes through inter and 
trans-sectional coordination 
that permits the breakdown 
of disciplinary and manage-
ment silos.

Focus on experience 
Method of understanding 
and communicating, based 
on stories and visual thinking.

Likewise, the Laboratorio has esta-
blished five guiding-principles –con-
sidered key to any public innovation 
process–  aimed at the design, 
management and implementation 
of each program:
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2.2 About the Network of Public Innovators

During its first year of operation, the Laboratorio de Gobierno 
organized various activities that brought together civil servants 
from various public organizations, launching initiatives and running 
workshops. At the end of 2015, the need to provide collaboration 
spaces on the topic of innovation became permanently evident.
 
With this in mind, and in line with the Laboratorio’s con-
necting, mobilizing and training strategies, The Public Inno-
vators Network was created, having a first activity on No-
vember 2015, in a workshop with civil servants. This meeting 
established its purposes and lines of work - marking the 
beginning of a space created by and for civil servants. In 
mid-2016, several workshops and activities related to public 
innovation were carried out, undergoing a permanent adap-
tation process capturing feedback given by its participants.
 
Based on the guidelines defined in its very first meeting, the Ne-
twork of Public Innovators is an in-person and digital space where 
all of Chile’s civil servants coincide, are motivated by improving 
public services, and can become collectively reenchanted with 
their public function. Its three main objectives are the following:

Learning 
Collectively

By offering peer-lear-
ning spaces where 
the knowledge of 
each civil servant 
is made available, 
the Network aims to 
collectively construct 
competencies to 
innovate within the 
public sector.

Connecting Motiva-
tions for Innovation

Through meetings 
that create networks 
between the partici-
pants, the Network 
intends to connect 
peers, encourage 
collaboration and 
increase social capital 
- as well as giving 
each civil servant the 
chance to identify as a 
public innovator.

Making Public 
Innovations Visible

Through activity that 
highlights the innova-
tion experiences of civil 
servants, the Network 
strives to communi-
cate and disseminate 
various initiatives to be 
considered as referents 
and motivate others 
in the public sector to 
innovate.
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+3.000
400 15

To date, the Public Innovators Network has more than 3.000 
members, all civil servants coming from more than 400 
different public institutions from all regions of the country.

members

institutions regions
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participants

events

+1.300

+50

More than 1.300 of these civil servants have 
participated in activities carried out in 11 
regions of Chile.
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The experience of creating networks is something that has been 
developed internationally for different purposes. For example, 
the Skillfinder platform of the World Bank arises from the need 
to map the professional skills of the Bank’s workers worldwide, 
becoming an online browser of talents and expertise (GobLab, 
2015). Now, specifically limited to innovation networks in the 
public sector, it is possible to find several initiatives that can be 
analyzed comparatively:

Novagob: it’s a social network aimed to gather private and 
civil servants, from Spanish speaking countries, all related to 
public administration. The core of the platform are groups 
within which it is possible to carry out debates, write blogs, 
upload files, publish events and create Novawikis (pages 
created collaboratively on topics of public innovation). To date, 
the platform holds more than 10,000 registered users, all from 
Spanish-speaking countries. Novagob was born as an initiati-
ve of the Foundation of the Autonomous University of Madrid 
(Fundación de la Universidad Autónoma de Madrid) and it 
is currently run by a six people team in Spain and volunteer 
managers in Argentina, Chile, México, El Salvador and Perú 
(GobLab, 2016).

GCTools: it’s a set of digital tools at the service of Canada’s 
civil servants. It has three platforms: GCpedia, GCconnex and 
GCcollab, designed to facilitate the exchange of knowledge, 
connect federal employees and bring students and academics 

·

·

closer to public administration, respectively. There are cu-
rrently 170.000 registered users between Gcpedia and Gccon-
nex, with around 20.000 active users per month, and 15.000 
registered users in GCcollab. GCTools was the first interaction 
mechanism designed for civil servants in Canada, in “a diffi-
cult but necessary effort to connect its more than 300.000 
employees” (Allison, 2017).

Public Service Innovation Network (PSIN): it’s a space crea-
ted to showcase and promote innovations developed within 
Australia’s public administration, through face-to-face and di-
gital mechanisms. It’s mainly intended for of civil servants and 
academics working with the public sector, but registration is 
open to all. PSIN promotes innovation through five mechanis-
ms: sharing material through its website, encouraging interac-
tion among civil servants through social networking, coordina-
ting events and activities (including monthly meetings of local 
PSIN centres), mobilizing the support of headquarters, and 
diffusing its actions in the different government organizations. 
It currently has more than 3.600 registered users.

·

In summary, the creation of public sector networks is a grow-
ing trend at the international level, which has the potential 
to bring civil servants and organizations closer together with 
the intention of reducing the presence of public administra-
tion work “silos”.
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Considering the Network’s two years of work and a revision of other 
networks, the Centro de Políticas Públicas UC points out various 
elements within its evaluation that make this a unique initiative:

3
Unique Value of the 
Network of Public Innovators
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3.1 It is a space for collaboration and interaction among civil 
servants at a national level

At the national level, the Network of Public Innovators stands out as 
the only space for interaction and inter-organizational collaboration of 
civil servants in Chile. To date, there is no other platform that allows 
permanent and immediate communication between civil servants of all 
regions and all public organizations in Chile –with the only registration 
requirement being to work for a Chilean public sector institution. The 
Network can be conceived as the only network that places the value of 
public service as a unifying factor.

3.2 It has a decentralized communication approach

The Network’s function as an intra-organizational communication tool 
gives it an important decentralizing potential. There is no other network 
that connects civil servants working for the same institutions throughout 
the country, so there is a lack of information regarding initiatives, challen-
ges and solutions to common problems. By bringing together civil servants 
from different regions, the Network of Public Innovators can become an 
important means of transferring information and collaboration on a natio-
nal level.

3.3 It trains civil servants transversally

This is the only initiative that trains civil servants in innovation techniques, 
both vertically and transversally. The fact that the face-to-face activities 
of the Network of Public Innovators have managed to gather civil ser-
vants of various organizations and positions is, in and of itself, innovative 
with regards to the national scene. Additionally, facilitating collaborative 
activities for groups of diverse civil servants is an effort that contributes 
to the end silos in government.
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3.4 It targets public sector innovators

At the international level, the Network’s main differentiator is having formed 
an initiative especially oriented towards public sector innovators. Of the 
studied cases, PSIN has managed to diffuse the innovations of countless 
public institutions; however, its interactive component has only 750 users and 
has not been, so far, an essential part of the initiative. On the other hand, 
GCTools and NovaGob are social networks that have managed to attract a 
varied public sector audience. Unlike the Network of Public Innovators, howe-
ver, these are not necessarily associated with public innovation. In compa-
rison, the Network of Public Innovators is the only network of this type that 
associates civil servants with each other, as well as with innovation.

3.5 It enables knowledge management in public innovation

Given that both in-person and digital platforms are designed for civil ser-
vants to connect and share public innovation, members frequently share 
experiences from their organizations as well as other existing innovations 
in the sector. This facilitates that new practices are not developed from 
scratch, but are instead formed with background and referential knowle-
dge to what is already being developed within the State.
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The consequences of positioning 
innovation at the centre of a Ne-

twork for civil servants will depend 
on the success of the initiative. 

Being the only platform connecting 
Chilean civil servants both vertica-

lly and horizontally, and on intra- 
and inter-organizational levels, the 
Network has an important growth 
potential. If the platform manages 

to attract a variety of users and 
position itself as a useful means of 
communication for them, it is pos-

sible that innovation will be ins-
talled as a relevant concept in the 

mindset of the civil servant.

3.6 It promotes the development of government innovation

In summary, the value of the Network of Public Innovators is the creation 
of spaces dedicated to promoting public innovation. Although there are no 
limitations as to what type of civil servants can be registered and whether they 
are considered to be innovative or not, the use of the network translates into 
advancement in the mentality of all participating civil servants. By accrediting 
its users as public innovators, the Network opens up the concept of innovation 
to everyday use, familiarizing civil servants with it.
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4
Actions of the Network 
of Public Innovators
The Network has two main lines of action: 1) face-to-face activities, 
and 2) digital presence through the website of Public Innovators. 
Both dimensions and the actions that have been carried out throu-
gh them will be discussed in further depth in the following sections.
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4.1 Face-to-face activities

4.1.1 Types of Activities

For the Collective Learning goal, the Network facilitates workshops 
where participants, using peer learning techniques, share and develop 
specific knowledge regarding certain tools of the innovation process 
that can be applied in their daily work and projects.
 
For the Connecting Motivations goal, the Network facilitates The-
med Meetings aiming to connect civil servants based on shared 
problems or challenges that arise in their daily tasks. This connection 
is made by sharing experiences and providing a space for feedback on 
how each person has addressed similar challenges in their organiza-
tions. Through this process, participants can discover ways to replicate 
these experiences in their own institutions and/or discover potential 
points of collaboration with others.

For the Visibilizing of Public Innovations goal, the Network organizes 
talks where it highlights innovation cases of public interest, making 
local, national and international experiences visible, thereby motivating 
participants to innovate.
 
Finally, the Network hosts The National Meeting of Public Innova-
tors, a yearly event which addresses all three goals with greater 
coverage. Co-designed and co-facilitated by civil servants, this 
is a meeting space for all civil servants who are registered in the 
Network of Public Innovators, with the aim of generating collec-
tive learning, connecting motivations and making public innova-
tions visible. The first National Meeting was held in 2017, and 301 
civil servants from all regions of the country participated.
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4.1.2 Activity Dynamics

Although activities are in constant adaptation, based on lessons 
learned from participants’ feedback, below are some general guide-
lines of the activities carried out in the latest versions of the works-
hops and themed meetings.

4.1.2.1 Workshops

This type of activity began with Introductory Workshops to Public Sec-
tor Innovation, designed to allow participating civil servants to visualize, 
through public innovation, a different approach to public management 
problem-solving. Participants were guided through a process of simula-
ted innovation and peer work in order to experience the four moments of 
innovation according to the “Double Diamond” model (discover, formulate, 
develop, deliver) and thus reflect on the value that this process had on the 
solution of public problems.

Then, Innovation-Challenge Discovery Workshops were developed, 
designed to share and develop knowledge among participants regarding 
certain tools of the “Discovery of the Challenge” phase, as well as to disco-
ver regional innovation challenges in a systematic way. This dynamic sought 
to connect participants, find participatory solutions to regional problems, 
and apply various innovation tools in order to understand problems in more 
depth and learn to reformulate them with a people-focused vision.

Finally, Ideas & Prototyping Workshops sought to share and de-
velop knowledge among participants regarding certain innovation 
tools that could be applied to their work. Along with facilitating 
dynamics and activities to connect participants, innovation tools 
were taught both to generate processes of ideation and prototyping 
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and to transmit the value of carrying out these processes within 
the public administration sector.

Along with developing peer learning techniques, participants iden-
tified challenges and ideas of relevant topics from their respective 
regions, which could be an input for decision-making in the develop-
ment of future public policies.

4.1.2.2 Themed Meetings

For each of the regions where themed meetings were held, 
relevant regional topics were defined and selected, according to 
what the civil servants established.

The structure of the activities consisted of various segments, in line 
with these activities’ purpose. Firstly, in tune with the topic, it was 
important to both identify what the topic meant and why it was 
important to address it. Later, experiences of each one of the par-
ticipants regarding the topic were shared. This dynamic allowed 
participants to both share the experiences and their consequences 
on users. This led to a final moment in which the participants, ba-
sed on what they heard, raised proposals or new practices. Later, 
they were given feedback by the group, and that’s something that 
could be implemented within their service sectors.

To date, the topics that have been addressed in the thematic mee-
tings are:

Institutionalizing innovation
Coordination between public services
Sustainable cities
User experiences in customer service

··
·
·
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4.1.3 Management of the activities

As initially mentioned, activities were developed in 11 regions of 
the country, including Tarapacá, Antofagasta, Coquimbo, Val-
paraíso, Metropolitan, Maule, Biobío, Los Ríos, Los Lagos, Aysén, 
and Magallanes and the Chilean Antarctic.

The process of convening participants changed throughout the 
Network’s development, according to lessons obtained during the 
process. Different strategies were addressed, from sending emails 
to databases provided by strategic public sector organizations, 
to the use of social media. Subsequently, these strategies were 
complemented and modified by defining “regional represen-
tatives” of the Network, designated by Regional Government’s 
authorities of each region. These authorities fulfilled the role 
of supporting the dissemination of the ideas and the invitation 
to the process by either requesting public service managers for 
their staff’s participation or by using other strategies that were 
deemed more pertinent by a regional representative. In addition, 
a permanent effort to convene civil servants registered in the 
Network of Public Innovators was made by the Laboratorio de 
Gobierno. This process began in July 2017 with the launch of the 
Network of Public Innovators’ website and will be discussed in 
more detail later.

For each region, a combination of different invitation strategies 
was addressed, mainly based on what the “regional partners” 
identified as better alternatives.

Tarapacá
Region

Coquimbo
Region

Antofagasta
Region

Valparaíso
Region

Maule
Region

Bío bío
Region

Los Ríos
Region

Los Lagos
Region

Aysén
Región

Magallanes 
and the Chilean 
Antartic
Region

Metropolitan
Region
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Once informed of an activity –either directly or through a collea-
gue or manager– the interested civil servant has to register for 
the activity through the website and get a confirmation email. 
After attending the activity, each participant gets an email with 
an access link to the “activity file,” available on the website, 
which allows access to the list of participants, materials, presen-
tation and a certificate of participation.
 
As far as the Laboratorio de Gobierno is concerned, the mana-
gement of a face-to-face activity includes the call, the design of 
the content and the materials to be used. Collaboration is done 
with an expert organization, hired through a bidding process. 
This collaboration supports the co-design and co-facilitation of 
the activities, along with professionals from the Laboratorio de 
Gobierno. Later, the team has the task of analyzing the activity, 
based on various variables, and to systematize the results of the 
workshop’s evaluation survey. This survey allows adjustments 
to be made for the following activity. Finally, all materials are 
uploaded to the website and an email is sent to the participants.
 
Regarding attendance, approximately one of every five organi-
zations summoned actually sends civil servants to the activities. 
Of the organizations registered to participate in the activities, 
approximately 65% attended, with quite similar levels between 
regions, which does not denote too significant loss between the 
levels of registration and attendance.
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4.1.4 Evaluation of the participants

4.1.4.1 During the activity

As mentioned briefly in the previous section, an evaluation survey 
is given to participants at the end of each activity. The survey has 
a quantitative dimension, where participants evaluate their level of 
satisfaction between 1 and 5, and a qualitative dimension, for which 
they are asked to answer open-ended questions.
 
In the quantitative dimension, out of all surveys conducted in 2017, 
there was an average evaluation rating of 4.7.
 
From the qualitative point of view, the following is a summary of (1) 
the most valued elements of the activities, (2) those aspects to be 
improved, and (3) the actions that they could be taken in order to 
sustain the Network in their region.

Another element related to attendance of participants is that in the 
different Network activities, there is the possibility that people not 
formerly registered will attend these events. This is a variable, with more 
than half the total participants in some cases and a lower proportion 
in others. There are no descriptive patterns that allow us to affirm that 
this is a more prevalent phenomenon in a particular region or type of 
activity; however, the variability and a considerable number of unregis-
tered attendees presents challenges. From a logistical point of view, it 
can be difficult to calculate the materials needed for each activity if the 
number of participants who arrive without prior notice varies between 
3% and 55%, in addition to the fact that some registered participants 
are no-shows.



29Public Innovators

Networking and peer learning: getting to know other civil 
servants, sharing experiences and coordinating actions among 
organizations.
Proposed methodology: considered particularly dynamic, 
practical, interdisciplinary and participatory.
The facilitators: clear and show good time management skills.

·

·
·

·
·
·

·
·

·

·
·

Aspects to be improved:

Actions to support the Network regionally:

Time management: provide time to go into more depth on 
learnings and activities developed during the workshop.
Call: inform the leaders about the activity so that they can 
take use time from their jobs to participate.
Follow-up by the Laboratorio de Gobierno with the partici-
pants: to maintain the networks and facilitate the application 
of tools in their organizations.
Methodology: include more real and regionally examples of 
supplementary material to deepen the knowledge.
Infrastructure: improve management in some areas, as space 
was neither appropriate for the number of participants nor for 
the type of activities carried out.

Diffuse Network in their institutions and others, through the-
med events, workshops, conferences, meetings and round-ta-
ble events.
Contribute via participation in Network activities.
Maintain contact with other participants.

Most valued elements:
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4.1.4.2 Post-Activity Perceptions

In the days after the activities, in-depth interviews were conduc-
ted with a sample of 15 participants. These interviews had the 
objective of evaluating whether civil servants who attended the 
Network’s activities: (1) identified the methodology as relevant 
and conducive to the generation of spaces for co-creation and 
peer learning, and (2) felt comfortable with sharing knowledge, 
approaches and methodologies in their institutions, that can be 
oriented to modify practices in their own workplaces, in the light 
of examples of successful innovation initiatives in the public sector 
learned about through the Network.

The fact that information was gathered immediately after the 
activities, made it possible to analyze the participants’ views 
regarding the usefulness of the methodologies, and the potential 
of the creation of networks as the Public Innovators Network, and 
in general, to project the effectiveness of the activity in their daily 
tasks, although the participants will not be able to give an account 
yet of how the tools delivered in the activity have affected the 
dynamics in their workplaces.

Influential Factors

On a more general level, they were asked about their perception 
of the major influencing factors (facilitators or obstacles) to 
innovative practices in public institutions, from which we can 
extract the following:
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Category

Facilitator

Facilitator

Facilitator

Facilitator

Obstacle

Obstacle

Obstacle

There is better reception and support for innovation initiatives that 
generate a positive and quantifiable result, whose benefits are more 
evident towards the leaders.

The success of innovative initiatives is achieved through a dialogue 
between teams and their leaders.

In general, there is a high level of flexibility and acceptance of new 
ideas in the institution.

To achieve changes in organizational culture, it’s necessary to acqui-
re tools that are understood as a consequence of a replicable and 
far-reaching process, and not specific to the resolution of particular 
problems.

There are budget barriers and certain bureaucratic obstacles that 
hinder the implementation of new ideas or ways of doing things.

Mistakes are not accepted as part of the working process.

The organizational culture, which is characterized by civil servants who 
excessively embrace traditional protocols and practices, mainly due to ig-
norance or insecurity regarding the adoption of new work methodologies.

11

9

8

7

5

5

4

Description Number of 
mentions
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“First, you have to put your-
self in the context of what it 

means to work in public insti-
tution, and second, in the con-

text of the functions or be-
nefits that each organization 

gives [...] You are not doing 
this job for just anyone, it’s for 
Chilean society, you’re working 
for them, I feel that it adds up 

to that.”

Public work and the confidence to innovate

Regarding public work and civil servants’ confidence to inno-
vate, 10 people mentioned that they felt motivated to be trained 
and were confident in their ability to participate in innovative 
processes in their organization, perceiving that, in general, there 
is a flexible and open work environment in regard to changes and 
new ideas.

Some also mentioned that they felt confident taking risks in their 
workplaces, although being evidently aware of the regulatory fra-
meworks in which their freedom of action is circumscribed 
(4 mentions).
 
In general, this confidence is based on:

The security to raise new ideas (i.e. that their current role or 
position is not in danger if they seek to do things differently) 
(7 mentions).
The product of their work is perceived as relevant; the work they 
do is important for both the individual and the country’s deve-
lopment. As one civil servant declares, “First, you have to put 
yourself in the context of what it means to work for a public 
institution, and second, in the context of the functions or bene-
fits that each organization gives [...] You are not doing this job for 
just anyone, it’s for Chilean society, you’re working for them. I feel 
that it adds up to that” (9 mentions). 

·

·
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Are spaces for collective learning and co-creation (11 mentions).
Broaden the perception of the work of others are doing and 
contribute to eliminating barriers and prejudices of other orga-
nizations. In the words of one civil servant: “these spaces allow 
you to stop, to see other realities and to see how you can meet 
the requirements of these realities, as well as other realities 
of higher complexity than your own, to see the successful 
answers around you and also the unsuccessful answers, and to 
not make the same mistakes”(11 mentions).
Allow a visualization of innovative practices in the public sector 
(4 mentions).
Take the civil servant out of his or her daily routine (2 mentions).

·
·

·
·

Fulfilling expectations

Later, the interviewees were consulted about the fulfilment of 
expectations regarding the face-to-face activities of the 
Network. Testimonies differed between those who knew what to 
expect because they had participated in other innovation activi-
ties, and those who did not know what to expect but had the will 
to learn. In the words of one respondent: “I had no expectations. 
The fun thing was that you could work with people you’d never 
met, and the connectivity of working with these people comes 
out and flows; I like that because you can work with people you 
did not previously know [...] each one contributes in their diffe-
rent areas and we are all different.”

In this context, of all the interviewees, ten of them indicated that 
the activity exceeded their expectations, and two people stated 
that their expectations were not met.

Methodology

Regarding the general perception of the methodology used 
in the activities, the following elements were mentioned:
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Regarding negative perceptions of the methodology, these mainly 
refer to:

The difficulty of landing in practice the knowledge or metho-
dologies acquired in the activities (7 mentions).
There was an expectation that the activity would focus on 
overcoming historical organizational obstacles in the public 
sector. For these civil servants, the Laboratorio de Gobierno 
could identify specific cases and provide tools to face these 
situations. The “ideal world” that was found in the participa-
tive methodologies of face-to-face activities collided with the 
organizational reality and some civil servants ended up feeling 
isolated or frustrated (7 mentions).
The generality of the issues addressed in the activities: These 
civil servants expected to attend an activity that would help 
them implement specific innovation projects or practices in 
their specific organizations (6 mentions).
The duration of the activities: There were indications that more 
time was needed to verbalize ideas and to create a confident 
space for discussion with other civil servants  (2 mentions).

·
·

·

·
“These spaces allow you to 

stop, to see other realities and 
to see how you can meet the 

requirements of these realities, 
as well as other realities of hi-

gher complexity than your own, 
to see the successful answers 
around you and also the un-

successful answers, and to not 
make the same mistakes.”
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Feasibility of projecting the methodologies 

Concerning the feasibility of projecting the methodologies in 
the workplace, the participants mentioned the future success of 
the Network as well as methodologies application in the daily work 
of each civil servants as important issues.

Regarding the first point, people seemed to be insecure about the 
Network’s future, because the later coordination lacks systema-
tization and depends solely on the same civil servants, without 
much monitoring and/or support from the Laboratorio de Gobierno. 
There is a widespread perception that networks are in danger of 
being diluted without organizational monitoring and that the daily 
functions of civil servants give little space to help materialize the 
Network (10 mentions).

In spite of the above, participants mentioned that space allows 
them to empathize and humanize the relationship with their peers 
(3 mentions). As one person mentions, “the most redeeming part 
of these meetings is always the possibility of meeting colleagues in 
other services. You meet your colleagues, not just with voice or on-
screen, but in-person, which is the most important thing. In the end, 
this humanizes the relationship; just as we talk about humanizing 
the relationship between the civil servant and the user, it is also very 
important to humanize the relationship between your peers that 
also fulfil public service tasks. This is very important.”

Regarding the use of methodologies, there is a large range of 
opinions. These opinions span very pessimistic scenarios, where it 
is pointed out that organizational changes are impossible unless 
coming from the top of the organization (10 mentions) to very 
hopeful scenarios as well, where there is the confidence to progres-
sively incorporate the Double Diamond methodology into the work 
practices of the team (2 mentions).
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The success or failure of transferring the methodologies taught 
during the activities to the workplace depends, in large part, on the 
follow-up of the Laboratorio de Gobierno, such as the frequency of 
the activities, the need to strengthen the Network through the web-
site and other mechanisms, and the expansion of the organizatio-
nal scope, through for example a certification system, “innovation 
monitors” in the workplace (who are able to train their colleagues in 
innovation language, practices and methodologies), or the integra-
tion of leaders into activities.

“The most redeeming part of the-
se meetings is always the possibi-

lity of meeting colleagues in other 
services. You meet colleagues, 

not just with voice or on-screen, 
but in-person, which is the most 
important thing. In the end, this 

humanizes the relationship.”
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4.1.4.3 Perceptions four months after the activity

Four months after attending a face-to-face activity, eight partici-
pants from different regions (different from the 15 people mentio-
ned above) were interviewed. Below, we present the main results 
obtained from these conversations, analyzed in five areas.

Feasibility of projecting the methodologies

Interviewees were asked about their perception of the methodo-
logies used in the activities. Their answers can be categorized into 
two groups: those that focus on the individual level and those that 
are oriented toward the organizational level.

From the individual point of view, they point out that the methodology:

Encourages creativity (3 mentions).
Promotes a change in mentality by encouraging work with 
civil servants from other institutions. In the words of one civil 
servant, “promotes a transversal vision among several civil 
servants regarding ways of working, which both enriches and 
broadens the time to solve problems” (3 mentions).
Demonstrates new ways of working, delivering tools that could 
be used to deal with daily problems (2 mentions).

·
·

·

A limitation of the methodology was revealed by a participant who 
highlighted that there are civil servants that use these activities as a 
way to vent their problems, which stalls the progress of the conver-
sations and limits the scope of the methodology.
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From an organizational point of view, in order for the methodologies 
can be applied in the institutions, it is necessary:

To encourage the assessment of leaders of the scope of the me-
thodologies so that the Network will be viewed as a formal or 
permanent training event (4 mentions).
That the Laboratorio de Gobierno instruct the entire organiza-
tion in innovation techniques (4 mentions).
To pay attention to the internal dynamics and communication 
problems of each organization, since in many cases it is difficult 
for a civil servant to transmit new methodologies to their peers 
(1 mention).

·

·
·

In more positive terms, two interviewees pointed out that the 
Network does have the potential to permeate services long-term, 
with networking being a determining factor. As one civil servant 
pointed out, “strengthening our own networks and knowing what 
the other does will make our work much easier, and in addition, 
we will be able to deliver better aid to citizens.” The advantages 
of working in networks seem to be an incentive to attract more 
civil servants to this initiative. 

“Strengthening our own ne-
tworks and knowing what 

the other does will make our 
work much easier, and in ad-

dition, we will be able to deli-
ver better aid to citizens.”
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Confidence in the capacity to innovate

A second area addressed had to do with the confidence of civil 
servants regarding their capacity to innovate. A large part 
of interviewees answered that they did not feel more confident 
innovating in their organizations after attending the activities, 
mainly due to the difficulty of implementing new methodologies 
in their workplaces, either due to lack of time in the work day or 
lack of general interest by the organization (5 mentions).
 
However, the efforts of the Network of Public Innovators to 
impart knowledge to improve public organizations and to gene-
rate networks among organizations were also valued, opening 
the conversation among civil servants (5 mentions). As one civil 
servant points out, “It was nice to know that at least the gover-
nment is in favour of implementing policies that are developed in 
other countries, and that although in other countries they have 
been in operation for more than 20 years, here it is something 
new and we are trying.”

“It was nice to know that 
at least the government is 
in favour of implementing 

policies that are developed 
in other countries”
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Feasibility of applying tools  

In a third area, the feasibility of applying the learned tools 
in the workplace was discussed, where it was mainly mentio-
ned that the Network events provide effective tools to identify 
problems (7 mentions), meaning that the activities allow them to 
return to the office with a new perspective and be more alert to 
daily problems. This does not necessarily imply having the power 
to change the way in which processes are carried out in different 
organizations, however, the importance of these tools, as one 
civil servant mentions, is that “by understanding the problem you 
already have half the work done; the problem was when you did 
not yet realize there was a problem.”

“By understanding the problem, you 
already have half the work done; the 

problem was when you did not yet rea-
lize there was a problem.”
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On the other hand, five interviewees indicate that the methodo-
logies of the Network seem to have an important effect on the 
mentality of the participants, but their effectiveness is limited 
by the lack of permeability in the organization. However, the-
re is evidence in the workplace that some people have applied 
what was learned: from designing projects incorporating citizen 
consultations, to introducing the Double Diamond model to the 
planning area, replicating work strategies with people, and even 
to incorporate the “raise a hand” method in team meetings (a 
technique used to achieve silence in the room).
 
Finally, in this sense, the three main barriers identified in the 
process of applying these tools are organizational culture, wor-
kload and bureaucracy. The first axis was undoubtedly the most 
highlighted by civil servants (6 mentions), who commented that  
“the service culture does not recognize or reward innovators”,  
“the oldest civil servants are reluctant to changes and the idea of 
implementing new things,” and also that “you need an outsider 
who can  organize the workflow so that there are collaboration 
and teamwork.”

Relation with the work

The fourth element was related to knowing whether after parti-
cipating in the Network’s activities, there are changes in the re-
lationship that civil servants’ have with their work, exploring 
if the activities are achieved or not to urge a greater vocation for 
the public service by emphasizing the importance of good orga-
nizational functionality for citizens and/or users. Nonetheless, all 
interviewees (8 mentions) agreed that it was their previous com-
mitment that led them to participate and make improvements in 
their own services.

Networking

Finally, post-activity networking was analyzed. Seven inter-
viewees considered it very important to work together with other 
public sector organizations after attending Network events. As 
highlighted by a civil servant, the workshop taught him that,  “by 
bringing together different organizations, you can create joint 
work initiatives, optimize human resources and create better 
opportunities for users.” Another civil servant emphasized on 
the importance of networking to make daily work more enjo-
yable, since “the workshop approach lessens the fear of asking 
questions and asking for help via collaboration, and this, in turn, 
also lessens the bureaucratic burden.” In this sense, interviewees 
recognize that networking can foster improvements for both the 
citizens and the organization. As indicated by one civil servant, 
the Network is essential “an integration point that allows gaining 
a better understanding of the work that other State organiza-
tions do.”

“By bringing together different 
organizations, you can create 
joint work initiatives, optimize 
human resources and create bet-
ter opportunities for users.”
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About the maintenance of these networks, the majority of the 
interviewees stated that they had at least some level of interac-
tion with other civil servants from the Network events, mainly via 
WhatsApp and the Network’s website (7 mentions).
 
Regarding the possibility of articulating with others for a speci-
fic project, most interviewees stated that they hadn’t had the 
opportunity to create that relationship; only one person respon-
ded that he had used his networks to obtain key information for 
one of his organization’s projects.
 
This analysis leads us to the understanding that there are subtle 
differences in perceptions of civil servants, depending on whether 
they were interviewed immediately after the activities or four 
months later. These subtleties, however, manage to capture di-
fferences in the way these civil servants understand the activities 
and their methodologies over time. Despite the understanding 
that any change in the mentality of civil servants, as well as the 
organizational culture, are understood as long-term processes, 
we still see changes on how these methodologies are understood 
over time.
 
One of the most important continuities is observed in the inter-
viewees’ perception of the importance of connecting with other 
civil servants. Networking is undoubtedly one of the most valued 
aspects of the Network of Public Innovators and the one that 
remains intact in the time span that was assessed. Not only do 
interviewees consider it important to interact with civil servants 
of other organizations following Network events, they actually 
regret not having more opportunities to do so.
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4.1.5 Evaluation of Leaders and Managers

23 leaders of civil servants who attended to the activities took 
a survey, from a sample of three selected regions. The results of 
the survey are divided into two sections: (1) leader’s relationship 
with the Laboratorio de Gobierno and activities within the Public 
Innovators Network and (2) leader’s relationship with innovation 
in the public sector.

4.1.5.1 Relationship with the Network of Public Innovators

The questions and their corresponding answers are listed below:

Question

Did you know about the 
Network of Public Innovators 
before this survey?

Have you spoken with any of the 
Network’s activities assistants?

Do you know if any civil servant 
in your organization has partici-
pated in the activities?

Has an innovative project been 
carried out by your organization 
this year?

% of positive 
answers

83%

68%

80%

76%

The leaders were also asked about the conversations they 
had with the civil servant after attending an activity. The 
survey identifies two fairly recurrent concepts that came up 
in these conversations:

First, the emphasis on intersectoral coordination and strategic 
networking between different organizations for problem-solving 
(8 mentions).
Second, the creation of a closer connection with the user, either 
through the improvement of the organization’s strategic com-
munication or through general access to information, as well 
as customer service improvements for organizations that work 
directly with users (5 mentions).

·

·

These perspectives are reassuring because they reflect essential 
concepts promoted in the activities: co-creation, teamwork, 
inter-organizational networking and the effort to build closer re-
lationships with citizens and users of different public institutions.

Additionally, leaders were asked about their perceptions of how 
effective the Network is in generating positive changes in wor-
king dynamics, and in improving their services’ quality. Less than 
half of the leaders (40% of respondents) considered that their 
civil servants’ participation in the Network had a positive impact 
on their organization. However, a greater proportion expressed 
that the potential to improve the quality of public organizations 
exists (60% of respondents).
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4.1.5.2 Relationship with innovation in the public sector

Regarding perceptions about innovation in the public sector, 
approximately two-thirds of respondents said they had imple-
mented innovation projects within their organizations. However, 
two main limitations stood out as barriers to the implementation 
of these projects: budget and bureaucracy, and the organizatio-
nal culture. About the first point, the idea of innovation creates 
a certain level of insecurity within organizations, both because of 
the challenge involved in changing formal procedures and becau-
se of the allocation of resources supporting innovative practices 
in the organization, making budgetary issues a real concern.

As far as organizational culture goes, some of the leaders surve-
yed indicated that promoting innovative practices often has to 
do with how resources are organized and how internal processes 
are carried out. This is a key element that can be reinforced in the 
activities to change institutional practices in the long-term, es-
sentially, that the co-creation practices implies to do the normal 
functions of the institution, but with a different work methodolo-
gy. Hence, the blocking if dynamics is not necessarily associated 
with the lack of resources or with formal bureaucratic obstacles, 
but rather on how to manage the staff’s reluctance in regards to 
a new procedural paradigm.
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4.2 Website

4.2.1 What is the website?

The decision to create a website arose from the challenge that 
the Laboratorio de Gobierno faced on how to keep civil servants in 
touch. This task did not necessarily imply guaranteeing face-to-fa-
ce contact but rather sought to show participants how to create 
links with one another after participating in a Network activity. 
These concerns are reinforced by the following points:

There is a low number of activities per geographical region.
It’s not possible to reach all regions and cities within the country.
Participants don’t have direct access to workshop materials.
Attendees have no way of contacting each other.
The permanent need for case studies.

·
·
·
·
·

·
·
·
·
·
·

·
·
·

··

·
·

As a result of these issues, a decision was made to create a web-
site for the Network of Public Innovators, as a digital space that 
could allow civil servants to connect and share with each other in 
an environment based on public innovation.
 
To achieve its purpose, the website is divided into five modules: 
Home, Members, Events, Resources and Cases, each one having 
the following functions:

Module

Home

Members

Events

Resources

Cases

Functions

Publish public innovation news and monitor all 
activities and related opinions.
Check who’s online.

Search for Network members, see their profiles 
and send them a private message.
Search for participating organizations and their 
civil servants.
View the most active Network users.
See the distribution of users by region.

Enrol in regional activities, and see the details of 
each activity.
Publish own activities and share this information 
with all Network members.
Download event materials as well as certificates 
of participation and activity attendance lists.

Find publications related to public innovation.
Access innovation tools and methodologies associa-
ted with specific topics linked to public innovation.

Read public innovation cases.
Publish cases from their own organizations, as a 
source of learning for all civil servants across the 
country.
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·

·

Section: Home

Publishing public innovation 
news and monitor all activities 
and related opinions.

Checking who’s online.

Their functions are:
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Section: Members

·

·

·

·

Browsing for Network mem-
bers, see their profiles and 
send them a private message.

Browsing for participating orga-
nizations and their civil servants.

Showing the most active Ne-
twork users.

See the distribution of users by 
region.

Their functions are:
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Section: Events

·

·

·

Singning up in regional acti-
vities, and see the details of 
each activity.

Publishing own activities and 
share this information with all 
Network members.

Dowloading event materials 
as well as certificates of par-
ticipation and activity atten-
dance lists.

Their functions are:
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Section: Resources

Their functions are:

·

·

Finding publications related 
to public innovation.

Allowing access to innovation 
tools and methodologies as-
sociated with specific topics 
linked to public innovation.
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Section: Cases

Their functions are:

·

·

Dowloading public innovation 
cases.

Publishing cases from their 
own organizations, as a 
source of learning for all civil 
servants across the country.
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4.2.2 User characterization data

4.2.2.1 Gender distribution

The majority of participants enrolled in the Network are men, with 
56.5% men and 43.5% women. According to statistics from the 
Department of Budgets (DIPRES, 2016) of the Ministry of Finance, 
only 41% of civil servants are men. This may mean that are more 
male innovative civil servants or that they are overrepresented in 
the Network. The table below shows this information:

4.2.2.2 Age distribution

In terms of age, the group with most Network representation is 
between 25 and 34 years old, with 37%, followed by a second 
group of 35 to 44 years old, with 35%, and a third group of 45 to 
54 years old, with 15%.
 
The difference between this data and the DIPRES in a Chilean 
public sector level is shown in the following comparison table:

Gender distribution Age 
distribution

DIPRES DIPRES

THE NETWORK THE NETWORK

59% 27% 29% 21% 23%

43,5% 37% 35% 15% 13%

41%

56,5%

Women 25-34 35-44 45-54 55+Men

of the members of 
the Network are men

of civil servants 
in Chile are men

of the Network members 
are between 25 and 

34 years old.

of public servants in Chile 
are between 25 and 34 

years old.

56,5% 41% 37% 27%
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4.2.2.3 Geographic distribution

There is a marked concentration of registered users in the Metropoli-
tan Region, with 57%. Then comes Valparaíso, Biobío and Coquimbo 
as the second, third and fourth most represented regions.
 
In terms of comparison with the total number of Chilean civil ser-
vants, it is evident that the Public Innovators Network has a greater 
proportion of people in the Metropolitan Region, which may be a 
consequence of the fact that the Laboratorio de Gobierno is physica-
lly located there:

4.2.3 Use and evaluation of the users

To analyze the website’s use and the evaluation by Network 
members, 572 members were surveyed, representing all regions 
of the national territory. Some of their answers will be analyzed in 
the following section:
 
How did you find out about the following elements?

Geographic 
distribution

DIPRES

THE NETWORK

39%

57%

% in 
Metropolitan Region

Through…

Laboratorio de 
Gobierno

Social media

Colleagues

Leaders

43,4%

17,1%

20,5%

8,3%

57,5%

16,4%

17,3%

-

Network of Public 
Innovators

Network’s website

of the members 
are from the Me-
tropolitan Region 

members of the 
Network were surveyed

57% 572
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Participation in face-to-face activities and subsequent contact

Of the 57.5% of respondents registered in a Network of Public 
Innovators face-to-face activity, 46.2% made contact with other 
civil servants post-event through the website, via email and 
WhatsApp, usually for the purpose of either requesting informa-
tion or maintaining contact.

Website experience 

Interviewees were asked about their degree of agreement or disa-
greement with various statements related to the website expe-
rience. Below are the statements most frequently agreed upon by 
respondents:

·
·
·

··
·

It encourages the connection between civil servants of different 
institutions (67% agree)
It contributes to the integration of regional civil servants (60% agree)
It effectively provides tools that can be used on a daily basis (51% agree)

Information about activities (36.6%)
Information about other innovation activities (35.9%)
Downloading material to be used as a reference at work (23.6%)

Website use

Regarding users’ daily use of the website, it is evident that the 
most common uses (answered “frequently”), are related to:



54 ACTIONS OF THE NETWORK OF PUBLIC INNOVATORS

Using the website as a tool to share information publicly, howe-
ver, is one of the most uncommon uses (8.8%). How the Network 
is projected in the tools that civil servants take with them and 
apply in their respective work environments is one of the key 
elements of analysis. This is directly related to the availability of 
material in the face-to-face activities: approximately 65% of the 
total of respondents claim to have used this material.

Topics addressed on the website

Regarding the topics that website users observe being addressed 
in the different conversations and activities, the most mentioned 
(answered “always”) are:

···
·
·

Information of activities related to innovation (54.3%)
The need to connect to public organizations (32.3%)
Innovation practices and projects in the public sector (31.4%)
New work methodologies to increase efficiency (22%)
Challenges of the public sector (21.8%)

By contrary, topics indicated as least addressed are job oppor-
tunities in the public sector (5.3%) and diffusion of personal job 
ventures (8.8%).

54,3%

32,3%

31,4%

information related to 
innovation activities

Need to connect to 
public institutions

Innovation practices and projects 
in the public sector
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possibility of 
connecting similar
motivations

Valued aspects of the website

Based on the open-ended questions, the most valued aspect of 
the website is the possibility of connecting similar motivations 
(231 mentions), generally associated with:

Recommendations for the Network of Public Innovators

In the space for open-ended questions, 36% of the respondents gave 
some sort of recommendation to the Network of Public Innovators:

·
·
·

·
·
·
·
·

The possibility of meeting civil servants from other organizations 
(82 mentions).
Feeling supported by a group of peers with whom they share com-
mon motivations (26 mentions).
The possibility of understanding other organizational realities 
(21 mentions).

Increase face-to-face activities, especially in regions outside the 
capital (188 mentions).
Higher diffusion or publicity to gain a larger reach (91 mentions).
Improve follow-up after Networks’ activity attendance 
(72 mentions).
Strengthen the coordination of different public services 
(46 mentions).
Include more organizational leaders (28 mentions).

231

Based on the open-ended questions, the 
most valued aspect of the website is 
the possibility of connecting similar 
motivations (231 mentions).
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5
Improvements and 
recommendations
With the goals of mobilizing and training civil servants, the 
Network of Public Innovators presents a unique opportunity to 
connect civil servants from different sectors nationwide. The revi-
sion of international parameters, at the beginning of this report, 
revealed that the Network has experienced an important growth 
since its creation. In order to continue with this trend and stren-
gthen the initiative, this section provides some future recom-
mendations, chosen for their feasibility from a more extensive list 
delivered by the Centro de Políticas Públicas UC from Pontificia 
Universidad Católica de Chile.
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5.1 Face-to-face activities

5.1.1 The call

The calls for face-to-face activities of the Network are an important part 
of this first phase since the main objective of mobilizing and training civil 
servants is only possible if it attracts a wide variety of individuals. To stren-
gthen this process and lessen the gaps created between regions and orga-
nizations, it is necessary to maintain and extend the formal call process, 
generating a systematized citation, that involves leaders in the Network.

Maintaining and extending the formal call process, along with spreading 
invitations on the website, is a fundamental step as both processes are 
complementary efforts that allow increased visibility and reinforce the 
Network’s presence. If the Network of Public Innovators aims to mobilize 
and train a significant number of civil servants, it’s important to attract 
individuals who haven’t been previously introduced to the initiative. There-
fore, it’s very important that the invitations should be extended to public 
organizations of all kinds.

In that sense, it is also necessary to generate a systematized citation pro-
cess, following guidelines supervised by the Laboratorio de Gobierno at the 
national level, and that regional partners maintain their interest in innova-
tion topics and their distribution. However, the process needs to go further 
than this. In order to systematize it, is fundamental that the invitations 
reach all institutions and organizations in the region. When passing off this 
task to a regional representative, selection bias is possible, because of the 
level of familiarity with the organizations, excessive workload, the affinity 
of the subject, among others. It’s important to have a record of the leaders 
of the institutions at the regional level to eliminate possible interference of 
these variables.
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5.1.2 Involvement of leadership

Leaders should be involved in the Network in order to raise awareness 
about its importance and to encourage innovation within institutions. 
The delivery of an information kit to management, accompanied by 
better communication between participants and their bosses, could 
create a better understanding of the workshops’ purpose and importan-
ce of the Network, leading to a higher participation rate.

5.1.3 Make local innovations visible

The activities of the Network of Public Innovators are an essential part of 
the initiative since, through these, civil servants can experiment with the 
three fundamental axes of the Network: Learning Collectively, Connec-
ting Motivations for Innovation and Making Public Innovation Visible. To 
strengthen these events and their objectives, it’s important to promote 
the visibility of local and regional experiences around innovation, to define 
the role of these activities more clearly, and to empower circles of public 
innovators at a local level.
 
One way to promote the visibility of local experiences is to include distin-
guished civil servants in the introductions of the activities so that they 
can share their experiences about initiatives promoted by either themsel-
ves or their institutions. The Laboratorio de Gobierno could make a regis-
try of innovations at the regional level and adjust the workshops accor-
ding to these. By including civil servants’ peers in the theoretical section 
of the meetings or workshops, participants could learn from relatable and 
concrete stories, becoming familiar with innovation initiatives that are 
more closely related to their work as well as to their regional reality.

5.1.4 Learning levels

In terms of collective learning, it’s important that the Laboratorio de 
Gobierno achieves a clearer definition of the purpose of the activi-
ties; that is, whether or not these activities should be perceived as an 

introductory aspect to the Network, or rather as a central element in 
the participants’ training. One recommendation that arose from the in-
terviews is to differentiate the activities by training level; this way, more 
complex training sessions that can, in turn, deliver a sense of progress 
to civil servants who are already familiar with the original activities. Al-
though the activities are highly rated by the interviewees, some concern 
is shown regarding the variety of topics discussed, the level of knowle-
dge of the participating group, and the continuity of these initiatives in 
the future.
 
It is important to define which will be the evolution of face-to-face ac-
tivities in the future, to communicate their learning objective in the call. 
The main goal is for attendance to grow, as well as to not lose partici-
pants who have already internalized the methodologies and may think 
that attending further events would have any added value.

5.1.5 Lasting networks

In order to create lasting networks that understand innovation as a va-
lued and attainable concept, it is essential to encourage self-sustained 
(by other Network members) regional innovation circles. For this to ha-
ppen, it is necessary that the Laboratorio de Gobierno provides educa-
tional resources that are adaptable to the needs and conditions of the 
different groups of civil servants. So far, it’s possible that the website’s 
downloadable material presents a framework of action too closely rela-
ted to the workshops. Because of this, the steps required to implement 
these practices in their institutions are not explicit enough.
 
On the other hand, it’s important to emphasize even more the impor-
tance of taking what has been learned from the Network of Public 
Innovators and replicating it outside formal events organized by the 
Laboratorio, and also to empower participants to lead working groups 
where they further share this information in periodic meetings, such as 
PSIN does in Australia.
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5.1.6 Reaching out civil servants attached to the status quo

While it is vital to further train motivated civil servants that are already 
prone to innovation, it is also important to reach another segment: 
the “status quo” group that resists change. The reasons for not wan-
ting change can include fear of an increased workload, insecurity, or 
ignorance regarding the methodologies proposed by the Laboratorio de 
Gobierno, among others.
 
It could be useful to promote collaboration events at a regional level 
organized by local leaders. As the Laboratorio de Gobierno has logistic 
limitations in the task of organizing institutional activities in all regions, 
the empowerment of civil servants interested in organizing discussion 
groups that would then bring together different colleagues could be a 
good course of action. As interaction and collaboration are promoted, 
the website could be used to coordinate these events, provide registra-
tion lists and create public innovation circles at the regional level.

5.1.7 Managing closer relationships with other Laboratorio’s 
initiatives

Given that the Network of Public Innovators is a space that connects 
all motivated civil servants, there is a good opportunity to coordinate 
it with other Laboratorio de Gobierno initiatives that link civil servants, 
such as the Experimenta! program. Although civil servants who parti-
cipate in other programs and activities of the Laboratory are invited to 
the workshops, even more, fruitful relationships through these types of 
events could be created.

Likewise, the results and learnings extracted from the Network in terms 
of content, cod be an important input to support the decision-making 
process of Laboratorios activities.



60 IMPROVEMENTS AND RECOMMENDATIONS

5.2.1 Make the website visible

The website has seen quite an explosive growth in members since its 
creation in July 2017. A little over two years after the creation of the 
Public Innovators Network, the rapid success of the digital platform has 
called for a rethinking of the nature of the initiative, with the website as 
the central and unifying element of this network. In order to continue 
strengthening this initiative, it is first necessary to increase its visibility 
in order to achieve a more inclusive registration of civil servants and, 
second, to add a wider range of functionality to the website in order to 
make it more interactive.
 
Through the rapid incorporation of website users, the Network of Public 
Innovators has captured a significant number of civil servants, largely 
represented by young men from the Metropolitan Region. That is why it 
is important that the Network focuses on attracting a greater geogra-
phic, gender and age diversity, as well as a greater representation of 
regions with lower participation rates. In addition, to enrich the variety 
of users with different perspectives, it is necessary to reach the group of 
civil servants that are not represented in face-to-face activities nor on 
the website.

5.2.2 Enhance its communication function

Related to the above, and in order to reach more civil servants, the 
Network of Public Innovators could also include a series of features 
and functionalities to strengthen the website’s role. Adding discussion 
groups where civil servants can dialogue and debate around a topic, 
could play an important role in promoting communication between 
different users. Likewise, use of the “personal profile” could be streng-
thened—including a biography, list of skills, and a posting wall, similar 
to the GCconnex platform—to motivate civil servants to showcase their 
qualities and interact with other users based on common experiences.

5.2 Website
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6
Final words 
The permanent iteration that the Network of Public Innovators carries out in its 
actions, derived from the constant learning that it draws from multiple actors, 
but above all, from the same civil servants that participate in the Network, 
allows them to observe multiple opportunities and incorporate improvements 
that allow the better allowing them to better achieve their proposed objectives. 
This space was conceived in a co-creation with civil servants, and it is precisely 
what should be further promoted.
 
By opening this space in the public sector, quickly evidenced that there is a 
high level of motivation and interest by civil servants to participate, learn and 
share with others to improve the services they provide. It is essential, therefore, 
to continue spreading and communicating this initiative to more civil servants 
who have not yet get to know the Network, as well as to involve organizational 
leadership, enabling them to participate and also to facilitate the participa-
tion of the civil servants of their institutions. It’s important that the Network 
is promoted in different circles in order to captivate as many users as possible, 
permeating organizations so that learning will continue at a high level, thus 
increasing capacity for action.
 
As this is a space that, in the words of participants, manages to create networks 
within the State as more people participate, as more people participate, stron-
ger and wider these connections will be, and more will be the logic of innovation 
within the public sector, changing the mentalities of the servants regarding the 
public function.
 
Finally, one must reflect on how to strengthen the web platform on the one 
hand as a space of mass reach that trains and disseminates cross-cutting the-
mes of innovation, reaching many more public servants, while at the same time 
they continue to deal with face-to-face activities more limited to specific groups 
but that allow a greater level of depth of the topics and generation of connec-

tions, for which, in addition, they should outline enduring strategies.



63Public Innovators

7
References
Australian Government (2017). The Public Sector Innovation Network (PSIN) 
Agents Terms of Reference. Canberra, Australia. Retrieved from: https://innova-
tion.govspace.gov.au/public-sector-innovation-network-psin-agents-terms-re-
ference 

Centro de Políticas Públicas UC (2018).  Evaluación de la Red de Innovadores 
Públicos. Santiago, Chile. 

Dirección de Presupuestos (2017). Estadísticas de Recursos Humanos del 
Sector Público 2007-2016. Santiago, Chile. En: http://www.dipres.gob.cl/598/arti-
cles-168293_doc_pdf.pdf 

Government of Canada (2017). GC Tools. Ottawa, Canada. En: https://www.
canada.ca/en/treasury-board-secretariat/campaigns/gctools-hackathon/gc-
tools.html  

GovLab (Collaboration) (2016). Smarter States Case Study: NovaGob - Crea-
ting a community of Spanish speaking public employees across national and 
institutional borders. Nueva York, New York University. En: http://www.thego-
vlab.org/static/files/smarterstate/novagob.pdf 

OCDE (2017), Innovar en el sector público: Desarrollando capacidades en Chile, 
Estudios de la OCDE sobre Gobernanza Pública, Éditions OCDE, París. http://dx.
doi.org/10.1787/9789264275089-es 



64 APPENDIX

8 
Appendix
8.1 Public Innovators’ Journeys

This section includes 4 personal experiences of civil servants who 
have participated in the Network of Public Innovators. Each of 
them represents a different region and reality. All four inter-
viewees are highlighted in each of the following four stories:

Emilio’s Journey

Emilio Casas, 65 years old
Knowledge Management Unit
Superintendence of Electricity and Fuels
Metropolitan Region of Santiago

Emilio has been working in the Superintendence of 
Electricity and Fuels for around 40 years, and in 2015 he 
began to participate in the activities of the Network of 
Public Innovators after seeing that the Laboratorio de 
Gobierno had been created in the media.
 
His first Network activity as a participant was a confe-
rence by Juan Merlo, Coordinator of the Innovation Labo-
ratory of Quito, in November 2016. Here, Emilio realized 
that the “constant bug he had about knowing everything 
related to modernization and innovation was addressed 
in this space, that allowed him to channel his concerns.” 
After this event, he continued participating in activities 
throughout the year, motivated to acquire innovation 
tools and to familiarize with that framework. In Decem-
ber 2017, he was part of the team of civil servants who 
organized and facilitated the National Meeting of Public 
Innovators. In the end, he was grateful for the event for 
“allowing us to think about Chile’s future, and to be invol-
ved as actors in the change.”
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Emilio has also been active in the 
website of the Network of Public 
Innovators, mainly viewing what 
other civil servants are doing in 
terms of innovation, as well as 
downloading and reviewing all the 
materials and documents that 
allow him to continue learning and 
applying new tools in his job.
 
Both the activities and the website 
have been great contributions for 
Emilio, as they have allowed him 
to “open his eyes to things that 
can be done, and seek the motiva-
tion to continue advancing in the 
improvement of the public sector.” 
Emilio visualizes the Network as 
an initiative within the public 
sector that has  “value in sharing 
experiences, so not to ‘reinventing 
the wheel’ every time.”For Emilio, 
the Network has materialized 
into contacts made with other 
civil servants. For example, after 
one workshop, he made links that 
eventually led him and others to a 
visit in the Sanitary Services Super-
intendence and the National Con-

sumer Service, where they learned 
about knowledge management 
of the organization and created 
even more contacts for the project 
development.
 
Likewise, project development 
within the organization has been 
marked by the inclusion of innova-
tion tools learned in the Network’s 
workshops, such as connections 
made, incorporating users’ pers-
pectives and understanding the 
problem to be addressed in depth.
 
The Superintendence of Electricity 
and Fuels is an organization that  
“in general is extremely popular and 
aligned with innovation,” where 
other organizational colleagues 
have actually participated in other 
projects and programs, such as 
in Experimenta, and in the “Clear 
Accounts Project” developed with 
the Laboratorio de Gobierno. It is 
within this same line that some 
of his colleagues have planned to 
internally raise awareness in these 
areas so that the issue permeates 

and is able to break “silos” and 
prejudices regarding innovation.
 
Emilio projects that for the future, 
“The Network will be in continuous 
growth and will be transformed into 
something very powerful. I see a lot 
of potential in what is being done.” 
His great concern, however, is that 
when he is ready to retire, he would 
like to know if there are going to be 
ways in which he can continue par-
ticipating and contributing, taking 
into consideration all of the people 
who retire from the public service 
but are still highly committed and 
motivated to continue contributing 
to the sector.

“The Network 
will be in con-
tinuous grow-
th and will be 
transformed 
into some-
thing very 
powerful. I 
see a lot of 
potential in 
what is being 
done.”
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Pamela’s Journey

Pamela Meléndez, 49 years old
Executive for OIRS (Office of Information, 
Complaints and Suggestions)
Social Welfare Institute
Tarapacá Region

Since the first Network of Public Innovators’ workshop 
was held in the Tarapacá Region in May 2017, Pamela, 
who has been working in the public sector since 2015, 
has participated actively and permanently. But inno-
vation was not something new for her since the Social 
Welfare Institute (IPS) at the national level already 
had experience in addressing innovation and also had 
previously conducted some solution-searching contests 
for some of their organizational problems. In the 2016 
contest, Pamela was awarded and recognized by the 
National Director of the IPS. Her idea, related to “team 
training meetings on Fridays where each person could 
be a protagonist, including external partners who are 
part of the day-to-day work,” was selected. They would 
then evaluate the possibility of implementing it in some 
IPS branches around the country. Since then, through 
contact with colleagues from other regions, Pamela 
learned about the Public Innovators Network.
 
For the National Seminar of Public Innovators held in 
December 2017, Pamela had the opportunity to par-
ticipate as a facilitator and came with her manager, 
whom she had told: “It’s amazing, what can be done 

“In the network, all opi-
nions are respected and 
listened to, whether you 
are right or wrong.”
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within the Network. They manage 
for one to establish connections 
with others, and in this way, we can 
share knowledge and familiarize 
with their work. They can also know 
what we are doing.”  In this con-
versation with Pamela’s boss, they 
both agreed that they should con-
tinue participating in the Network 
of Public Innovators, as it allows 
them to learn about and improve 
their services. Since the National 
Seminar, this notion has seemed to 
become even stronger within the 
organization, and now there are 
other people like Pamela, designa-
ted to work on this specific issue.
 

In the future she is interested in  
“being able to continue working 
with the Laboratory because there, 
we are all from different organiza-
tions and the richest thing that has 
been given to us is the respect for 
all opinions, even if they are super 
crazy, and then we begin to break 
them down, talk about them and 
create bonds with one another.” 
At a personal level, Pamela feels 
she has learned a lot. “One of the 
things that I first learned is that I do 
not get anything if I try to address 
a problem just by myself, when in 
reality the one who has something 
to say about it is the one who expe-
riences it everyday. I loved learning 
that, because now if I want to solve 
something, first I’m going to ask 
[...] I’m also applying everything I’ve 
learned in the community mee-
tings.”  For Pamela, the questions 
she asks when attending the public 
have changed, and although they 
are simple changes, deep down 
she realizes their great importance 
in the relationship she establishes 
with the users, and in this way can 
discover what they really need.
 

In any case, Pamela states that 
“Although I am going to all the 
Network’s workshops, I feel that I 
am still lacking,” which is why she 
considers the permanence of the 
activities in each of the regions 
to be key. For this, she constantly 
visits the website to see if there 
are new workshops in the region, 
as well as to connect with other 
people. This last point is funda-
mental for her, as she has also 
been inviting civil servants from 
other organizations to participate 
in the activities, as well as mana-
ged to reconnect with people she 
had not seen in a long time.
 
Pamela visualizes the Network as 
established in “conversations be-
tween people who have experience 
and taking issues from the macro 
to the micro, beginning from public 
innovators going out into the street. 
From there, everything is covered, 
even adding different people into 
the workshops so as to have a 
global conversation.” One of the 
main values of the Network is that, 
unlike other similar activities that 
are developed in the public sector,  
“In the network, all opinions are 
respected and listened to, whether 
you are right or wrong.”

“One of the things that I first lear-
ned is that I do not get anything 
if I try to address a problem just 

by myself, when in reality the one 
who has something to say about 

it is the one who experiences it 
everyday”
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Víctor’s Journey

Víctor Fuentes, 34 years old
Director of Innovation
Municipality of San Antonio
Valparaíso Region

Through a colleague from the Municipality of the 
nearby town, Santo Domingo, Víctor learned about the 
Network of Public Innovators and began to participate 
in the activities and on the website. On the latter, Víctor 
indicates that he gets online to  “look for people that 
are related to what I do and that serve as strategic allies 
to be able to develop a project and/or initiative. At some 
point, I connected with someone from Santiago who was 
doing a survey on Innovation Units in the municipalities 
and we exchanged messages.”

But beyond the contacts created in the website, Víctor 
emphasizes that the activities have been effective in 
generating professional networks. A concrete example 
of this is that after one Network activity, he made con-
tacts from the University of Valparaiso and the Serviu 
(Housing and Urban Services) of the Region and began 
to work on a project regarding the development of 
smart social housing for older adults, a project that was 
prototyped (at a technological level by the University) 
and that is currently in the collaboration agreement 
process between the University and the Municipality to 
start the pilot. Funding already exists from the Muni-

“We’ve been working for more than 
two years with the idea of creating 

an innovation unit within the 
municipality, but we did not know 
have to start because we couldn’t 

find similar experiences in the region 
or even in Chile, so we were 

introduced to the Network”
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cipality for its implementation. 
Today, the initiative has also been 
diffused in local and regional news-
papers. An additional example is 
that, within the activity dynamics, 
Víctor made contact with a person 
from the Tourism Service of the 
region, and together they’ve met 
with the area managers to work on 
the tourism strategy of San Anto-
nio for the next 10 years.

At the organizational level, Víctor 
is applying tools learned in the 
Network’s activities; for example, 
in the design of the new PLADECO 
(Community Development Plan) 
where, “we share and study the 
materials and methodologies of the 
Network, and now they are taking 
things and applying them in territo-
rial workshops, where information is 
collected to update the Community 
Development Plan ... we also lear-
ned how to facilitate these works-
hops and replicate some things that 
the Network uses, and to not to do 
the typical meetings where ever-
yone thinks and at some point the 
meeting becomes unmanageable.” 
And another important example 
for Víctor is that the Network has 
been key to the creation of the 

Innovation Unit of the Municipality. 
“I feel that it has been a super posi-
tive discovery. We’ve been working 
for more than two years with the 
idea of creating an innovation unit 
within the municipality, but we did 
not know have to start because we 
couldn’t find similar experiences in 
the region or even in Chile, so we 
were introduced to the Network, 
which gave us the certainty that 
it was not such a crazy idea, and 
it gave us the techniques and 
motivation, paving the way to start 
shaping this unit.”

As this work has permeated in 
different ways organizationally, it 
has also been installed at the ma-
nagement level. In fact, the mayor 
is highly involved; prototypes of 
innovational projects presented in 
the Communal Council have been 
financed. And as for his direct 
bosses, it is also a relevant issue; 
in fact, the Municipality has the 
practice that after each activity, 
whoever has attended, “has to wri-
te a summary and then coordinate 
a meeting with their manager and 
contextualize the what the acti-
vity was about, and then doing a 
debriefing with the rest of the team 

where everything that was learned 
is shared.”

On a more general level, Víctor be-
lieves that “one of the most power-
ful things on the Network is the abi-
lity of connecting and integrating 
people. You do not necessarily have 
to be an expert the subject to be 
able to participate and feel like part 
of the Network. In addition, people 
are super friendly, they integrate 
very well, and are ready to share 
information. After going to the wor-
kshops, people stay motivated and 
they transmit that energy.”Víctor 
poses a future challenge, however, 
the fact that the decentralization 
of activities.  “There are commu-
nities that perhaps want to do 
interesting things and civil servants 
that want to do new things, but due 
to remoteness or ignorance, they 
do not have access,” and, that the 
Network, “continues to grow me-
aningfully, not only in the number 
of people entering, but in activities, 
projects and/or collaborations that 
take place between members of the 
Network.”

“One of the 
most power-
ful things on 
the Network 
is the ability 
of connecting 
and integra-
ting people.”
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Catalina’s Journey

Catalina Faúndez, 35 years old
Professional in the Innovation Unit
Regional Government of Aysén
Aysén Region

Catalina has actively participated in all the activities of 
the Network that have been carried out in the Region 
of Aysén, and in fact, together with a colleague, is a 
partner of the Laboratorio de Gobierno for the mana-
gement of the activities carried out in Aysén, also su-
pporting in the diffusion process. She also attended the 
National Meeting of Public Innovators: “I think these are 
very good events since you can meet people from all over 
Chile, which is for me the richest part of the Network 
of Public Innovators, that as its name says, is a network 
that lets you know that other people are doing the same 
thing as you, and how you can help or learn from them.”

Catalina believes that the main contribution of the 
Network is that, “I have met public servants from other 

“The richest aspect of the Network 
of Public Innovators, that as its 
name says, is a network that lets 
you know that other people are 
doing the same thing as you, and 
how you can help or learn from 
them.”
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organizations both in my region and 
around the country and I have been 
able to understand their experien-
ces in different aspects, which has 
allowed me to see that there are 
people who have similar challenges 
to those presented in my own work.” 
She, in turn, mentions that it is 
key that people “stop working on 
their own.” Taking this to concrete 
examples, although Catalina men-
tions that it is not so easy to main-

tain the connections made due to 
daily routines, she has been able 
to deepen some links post-event; 
for example, when she met with a 
civil servant of the National Minor 
Service, to explore the possibility of 
working together.
 
When addressing issues of regional 
concern, Catalina also emphasizes 
that not only are random con-
nections made for future projects, 
but they are also allowed to think 
together about these issues in these 
same events. “The contribution is 
that we have been able to share and 
think about solutions for regional 
challenges. It is a plus for the organi-
zation to share regional challenges.”

In the specific case of her daily 
work, Catalina indicates that she 
has obtained internship knowledge 
that she manages to apply perma-
nently. “What I apply the most is 

listening to the target population 
that needs to solve a problem. For 
example, if I work with a program 
for the National Disability Service 
of the Aysén Region, I go into the 
field to get to know their needs; I 
am not left alone with the mere 
information of what the service 
officials tell me.”

Looking towards the future, 
Catalina’s point of view is that 
the Network be maintained in the 
long term, with more activities 
outside the capital, with innovati-
ve diffusion strategies to increase 
the participation of civil servants, 
in such a way that the Network 
continues to be strengthened and 
that more connections can be 
made among participants.

 “I have met public servants 
from other organizations both 

in my region and around the 
country and I have been able 
to understand their experien-

ces in different aspects, which 
has allowed me to see that 

there are people who have si-
milar challenges to those pre-

sented in my own work.”




