
Innovation

� Technical 

� Commercial

� Involve the people

� It’s finding a completely new way of solving problems� It’s finding a completely new way of solving problems

� Combination of people, process, technology, IM, KM 
and commercial model.
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Source: Competing on Value: Bridging the Gap Between Brand and Customer Value 
by Simon Knox & Stan Maklan
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Source: Competing on Value: Bridging the Gap Between Brand and Customer Value 
by Simon Knox & Stan Maklan

Supplier Government

Marketing Programme 
management

R&D Policy



NI14

� Shift from high volume of low 
complexity, low importance 
requests

� Ability to resource high 
complexity, high importance

� Better service for citizen and 
government 
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The Strategic Triangle
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Source: Mark Moore



Public Value Chain
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Source: John Benington and Mark Moore
The Theory and Practice of Public Value (Palgrave, forthcoming)





Citizens

First point of contact, contact management, 
Subject Matter Experts (SMEs)
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Government 
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