
Skills Cards

These skills cards have been designed to 
use with the activities in our Competency 
Framework guide: Skills, attitudes and behaviours 
that fuel public innovation.

Each of the cards includes a brief description 
of the skill, and the common and innovative 
behaviours of the skill in action. 

Printing instructions:
The cards have been created in double-sided 
A4 format to make them easy to print on a 
regular printer.

The Competency Framework



Citizen & 
Stakeholder 
Engagement

Creative 
Facilitation

Actively involving citizens, 
stakeholders and unusual 
suspects

Creatively processing different 
perspectives and deliberating 
multiple options

You look beyond the usual suspects to engage 
a wide variety of citizens and stakeholders. 
You can find and engage with those affected 
by a project (whether that is directly or 
indirectly). This goes right across the process; 
making them a vocal part of the project, from 
generating ideas to implementing them. You 
make sure a variety of people are listened 
to and empowered and you bring their 
perspective and understanding to bear.
Doing this well helps to ensure the suitability, 
fit and uptake of an approach as you’ve 
brought people along with you. You are 
actively listening; you are not imposing. 
This should improve the effectiveness and 
acceptance of a solution because you are 
working together.

You support people to communicate their 
needs or concerns and encourage them to 
share a broad range of perspectives and goals. 
You’re aware that not everyone communicates 
the same way. You are creative in bringing the 
best out of people; using different approaches 
tailored to fit the people in the room. You 
can bring these ideas together and generate 
shared ownership of them. The people involved 
feel listened to, included and are positive 
about the experience.



COMMONLY OBSERVED 
BEHAVIOURS

INNOVATIVE AND EXPERIMENTAL 
BEHAVIOURS 

Using the knowledge and expertise of 
yourself, your team and other people 
you usually have contact with; ‘the usual 
suspects’.

Seeing citizens and stakeholders as people 
to develop solutions for, rather than with.

APPROACHING 
SITUATIONS OR 
CHALLENGES 

BY...

Seeing the people affected by an issue as 
experts in their own right too and including 
their voice, as well as other people who 
often go unheard.

Involving citizens in a substantial way 
to generate better ideas and stronger 
solutions.

Using statistical data, existing theories 
and assumptions based on your previous 
experience.

MAKING 
DECISIONS 

BY...

Challenging your own assumptions. 
Listening to people’s everyday experiences 
- through engagement, meaningful 
conversations and in-depth research.

Using standardised models and methods 
which you and your team are comfortable 
with and have used many times before.

INTERACTING 
WITH PEOPLE, 

TOOLS OR 
SYSTEMS BY...

Tailoring activities for the people you’re 
working with and trying new methods or 
different tools if what you’ve used before 
isn’t the best choice this time. Making 
sure you listen to a wide group of people, 
particularly those who aren’t often heard.

COMMONLY OBSERVED 
BEHAVIOURS

INNOVATIVE AND EXPERIMENTAL 
BEHAVIOURS 

Following a strict plan and not responding 
to group dynamics or energy levels, and as 
a result, limiting people’s contributions and 
interest.

APPROACHING 
SITUATIONS OR 
CHALLENGES 

BY...

Being flexible; adapting and changing 
approaches in response to the needs, 
abilities and energy levels of attendees.

Giving greater attention to certain ideas 
and perspectives that might align more 
closely with your own. Making decisions 
based on these rather than on a range of 
ideas.

MAKING 
DECISIONS 

BY...

Drawing out the perspectives and ideas 
of each individual, and making decisions 
through deliberation and discussion across 
a group.

Seeking feedback on your own idea 
or perspective. Not having the time or 
opportunities to bring new and different 
ideas into the mix.

INTERACTING 
WITH PEOPLE, 

TOOLS OR 
SYSTEMS BY...

Creating a safe space where attendees 
feel comfortable to share their views as 
collaborators; supporting this with a range 
of tools to stimulate them. Working with a 
diverse set of people.

Citizen & Stakeholder Engagement

Creative Facilitation



Building
Bridges

Brokering

Orchestrating interaction to 
find common ground and create 
shared ownership

Mediating contrasting interests 
and reducing friction between 
multiple stakeholders

By reaching out and making new connections 
between different groups, you help 
stakeholders with different interests find 
common ground and orient them towards a 
shared goal.

Stakeholders often have different aims around 
a single issue. They might come with a vast 
difference in understanding, language or 
experience. Looking beyond these differences, 
spotting the similarities and aligning them to a 
common goal is the art of bridge building.

You can recognise differences and manage 
potential conflicts and tensions to avoid 
individual interests dominating collaborative 
efforts.

To do this you’re able to identify the conflicting 
interests and motivations of different groups. 
And you ensure nobody’s views are exploited 
or neglected. This skill is particularly useful in 
situations where there are (1) many contrasting 
points of view and/or (2) lots of opportunities 
for misunderstanding! This depends on 
stakeholders being either open about their 
underlying motivations, or in using your skills to 
work out what these might be.



COMMONLY OBSERVED 
BEHAVIOURS

INNOVATIVE AND EXPERIMENTAL 
BEHAVIOURS 

Concentrating on a single concept or view 
that needs to get done. This can come 
across as expecting people to accept and 
adopt it.

APPROACHING 
SITUATIONS OR 
CHALLENGES 

BY...

Being open and inclusive to other 
viewpoints. Actively seeking the 
opportunity to establish a shared language, 
beliefs and understanding so that people 
are on the same page.

Setting a common ground based on the 
authority of a small group of actors. 
Careful planning and messaging brings 
other people on board with the work.

MAKING 
DECISIONS 

BY...

Creating common ground to be inclusive; 
through engagement and bringing different 
people’s ideas and beliefs into the process.

Using formal platforms to have a 
conversation, which can stifle debate and 
make it hard for outsiders to engage in the 
discussion.

INTERACTING 
WITH PEOPLE, 

TOOLS OR 
SYSTEMS BY...

Helping people to make sense of different 
points of view and translating concepts 
from one domain into another to create 
common ground.

COMMONLY OBSERVED 
BEHAVIOURS

INNOVATIVE AND EXPERIMENTAL 
BEHAVIOURS 

Reacting to differences in stakeholder 
motivations and goals, when they become 
a barrier (rather than in advance).

APPROACHING 
SITUATIONS OR 
CHALLENGES 

BY...

Seeking the goals and motivations of 
different stakeholders early on to identify 
potentially troublesome differences, as well 
as similarities, to build negotiations upon.

Focusing more heavily on the interests 
of either the dominant partner or largest 
funder. Having a bias towards views that 
align with your own agenda.

MAKING 
DECISIONS 

BY...

Considering the motivations and goals of 
multiple stakeholders, in order to inform 
choices.

Approaching interactions without the 
opportunity or time for an honest 
discussion with different stakeholders.

INTERACTING 
WITH PEOPLE, 

TOOLS OR 
SYSTEMS BY...

Striving to uncover differing stakeholder 
interests and form an honest basis for 
meaningful discussions. Carving out or 
allowing the time and space to do this.

Building Bridges

Brokering



Future
Acumen

Prototyping & 
Iterating

Connecting long-term vision 
with short-term actions

Testing ideas and systematically 
improving them

You are comfortable exploring many possible 
future scenarios and experimenting with 
ways to deal with them. You are able to look 
over the horizon, beyond immediate issues, 
to develop a long-term vision. This drives the 
desired change you want to see and informs 
the short-term tasks that get you there. 
Working environments where uncertainty and 
unpredictability are accepted, support this 
forward looking skill. This goes hand in hand 
with prototyping.

You test ideas before you put them into 
practice. You learn from those tests to create 
better solutions to a problem. There are lots 
of ways to test an idea and you’ve got a good 
knowledge of these methods. You pick the 
right ones to turn an idea into a hypothesis 
to test. By recording what you learn (about 
what works and what doesn’t), you make sure 
to take these insights into the next, improved 
version of an idea. You test your assumptions 
throughout a project and adapt to what 
you discover. This helps to develop robust 
solutions to problems and avoids risky ‘big 
bang’ implementations (usually expensive ideas 
you hope will work but have no idea if they 
will or not). This saves on time and money as 
you spend more resources developing and 
improving ideas before implementing them.



COMMONLY OBSERVED 
BEHAVIOURS

INNOVATIVE AND EXPERIMENTAL 
BEHAVIOURS 

Concentrating on short-term goals and 
quick or immediate successes. Too busy to 
consider how they relate to a long-term 
vision.

APPROACHING 
SITUATIONS OR 
CHALLENGES 

BY...

Exploring (rather than predicting) what 
the future could be because nothing is 
certain. Identifying small steps that might 
contribute to reaching a long-term vision.

Giving greater attention to certain ideas 
and perspectives that might align with your 
own thoughts. Decisions based mostly on 
these.

MAKING 
DECISIONS 

BY...

Drawing out the perspectives and ideas 
of each individual and making decisions 
through deliberation, discussion and 
exploring the potential of different 
possibilities.

Seeking feedback mostly on your own idea 
or perspective, with fewer opportunities to 
genuinely bring different ideas or people 
into the mix.

INTERACTING 
WITH PEOPLE, 

TOOLS OR 
SYSTEMS BY...

Creating a safe space where all people 
feel comfortable sharing their views 
as collaborators; supporting this with 
a diverse range of tools to stimulate 
participants.

COMMONLY OBSERVED 
BEHAVIOURS

INNOVATIVE AND EXPERIMENTAL 
BEHAVIOURS 

Putting lots of resources into one well 
analysed ‘big bang’ implementation that 
looks good on paper but has yet to be 
tested properly in reality.

APPROACHING 
SITUATIONS OR 
CHALLENGES 

BY...

Quickly and cheaply testing ideas in order 
to learn what works and what doesn’t. 
Using these lessons to inform the next 
version.

Deciding on a full course of action based 
on what has worked on a previous project, 
but might not work in every instance.

MAKING 
DECISIONS 

BY...

Developing insights from testing ideas, 
often, and quickly with those affected by 
the intervention. Being open to unexpected 
and unintended consequences.

Carefully planning outcomes by predicting 
what might happen. Using existing 
knowledge or methods.

INTERACTING 
WITH PEOPLE, 

TOOLS OR 
SYSTEMS BY...

Exploring outcomes using a trial-and-
error approach. Testing to see what works, 
improving and testing again. Or tapping 
into other sources of knowledge beyond 
your usual.

Future Acumen

Prototyping & Iterating



Data Literacy & 
Evidence

Systems
Thinking

Using different kinds of data 
effectively to accelerate sense-
making

Combining micro and macro 
perspectives to grasp complexity

You understand and use different sources of 
data with confidence. It doesn’t matter if it is 
quantitative or qualitative (or both!) you use 
it to inform and make better sense of your 
project.

Understanding many sources of information 
helps you to uncover a more complete picture. 
It leads to more joined up thinking and deeper 
insights. You know that not all answers will 
come from the same source and by looking 
across a variety you are more likely to identify 
insightful patterns. This wide understanding of 
data underpins the decisions you make. People 
trust what you say as they can be sure you can 
evidence it.

You understand that the details of an issue are 
as important as how they fit in the ‘big picture’. 
You recognise that public problem solving 
operates in an interconnected mess of small 
actions in large complex systems.

Identifying the relationship between the 
smaller elements and the ‘big picture’ is crucial. 
You explore how change at one scale might 
affect a whole system over time. Coming at 
this from different perspectives gives you a 
more complete and wider understanding of 
how interventions might affect your aims.



COMMONLY OBSERVED 
BEHAVIOURS

INNOVATIVE AND EXPERIMENTAL 
BEHAVIOURS 

Using previously tested data collection 
methods, datasets and/or evidence that 
can support the work.

APPROACHING 
SITUATIONS OR 
CHALLENGES 

BY...

Taking a broad view. Using a mix of data 
sources, whether that’s quantitative, 
qualitative or real-time techniques to 
develop new ideas or theories about what 
might work.

Using data to support your current thinking 
or applying the same data to answer lots 
of questions. Unable to test whether these 
are reinforcing an inherent bias or not.

MAKING 
DECISIONS 

BY...

Using a wide range of data to identify 
previously unnoticed patterns. Making 
decisions based on both quantitative and 
qualitative insights, not favouring one over 
the other.

Using methods that are tried and tested. 
Favouring familiar data collection or 
generation approaches even if you know 
they might not give you the full picture.

INTERACTING 
WITH PEOPLE, 

TOOLS OR 
SYSTEMS BY...

Exploring new data generation and 
collection approaches, which help view a 
problem in a different light and open up 
new possibilities.

COMMONLY OBSERVED 
BEHAVIOURS

INNOVATIVE AND EXPERIMENTAL 
BEHAVIOURS 

Viewing a situation from your specific area 
of interest and expertise.

APPROACHING 
SITUATIONS OR 
CHALLENGES 

BY...

Consistently thinking about the relationship 
between the finer details of a situation 
and the bigger picture. Identifying where 
actions in one area might have a ripple 
effect across other areas - for better or 
worse.

Focusing on a single issue and using 
information from that one area of concern 
to make decisions about actions to take.

MAKING 
DECISIONS 

BY...

Using knowledge gained from various and 
many parts of a system that go beyond 
your area of specific interest. Exploring 
their interconnectedness to reveal patterns 
and important relationships that will help 
you make better decisions.

Interacting with people who you have 
often either worked with before or who are 
confined to a similar policy area. Rarely 
exploring different areas of interest.

INTERACTING 
WITH PEOPLE, 

TOOLS OR 
SYSTEMS BY...

Engaging with different stakeholders, 
sectors, disciplines and levels around an 
issue. Understanding and better exploring 
what solutions could help shift the system 
and help solve an issue.

Data Literacy & Evidence

Systems Thinking



Tech
Literacy

Political & 
Bureaucratic 
Awareness

Understanding tech 
developments and their 
potential

Ensuring strategic support 
through political dynamics and 
bureaucratic procedures

You recognise and understand the potential in 
technological developments that might help 
your work. You know that the tech isn’t the 
‘innovation’ or necessarily the answer per se, 
but a tool to help you get closer to a solution. 
You use it to generate fresh insights and 
solutions, or to improve existing work in areas 
like accessibility, democracy, experimentation, 
data analysis (for example!). Tech literacy can 
create opportunities to carry out the most up-
to-date thinking in problem solving, and being 
aware of what’s new makes sure organisations 
aren’t left behind. This skill develops in 
organisations that enable and support 
their staff to access and use developing or 
sometimes state-of-the-art technologies.

You’re able to win strategic support for your 
work with canny operating across the politics 
and bureaucracy of an organisation. You know 
who needs convincing and the procedures to 
make use of.

Experience of the public sector and 
understanding its culture, unwritten rules and 
people allows you to open doors for advancing 
innovation. You are savvy. Working in the 
public sector gives you an understanding of 
the nuance and conditions of it. Learning how 
to take advantage of these to win support 
and buy in from across the organisation is the 
measure of success.



COMMONLY OBSERVED 
BEHAVIOURS

INNOVATIVE AND EXPERIMENTAL 
BEHAVIOURS 

Making use of familiar technologies that 
you are comfortable with, as they feel 
easier to deal with than learning something 
wholly new or building something yourself.

APPROACHING 
SITUATIONS OR 
CHALLENGES 

BY...

Actively keeping up-to-date with new 
technology developments to understand 
whether they hold any potential in the 
public sector. Open to developing and 
adapting tech, potentially in-house, rather 
than buying whole IT packages by default.

Seeing technology as ‘the answer’ without 
the scope to test how well it works in real 
life, or whether people’s needs are met.

MAKING 
DECISIONS 

BY...

Seeing technology as a means to an end. 
Identifying where it can add value and 
being aware of its limitations. Applying a 
user perspective when making decisions 
about new tech.

Using familiar tools that suit the existing 
set of expertise, but not considering the 
potential of new ones.

INTERACTING 
WITH PEOPLE, 

TOOLS OR 
SYSTEMS BY...

Applying new digital tools or adapting their 
original use to create new insights or fresh 
perspectives.

COMMONLY OBSERVED 
BEHAVIOURS

INNOVATIVE AND EXPERIMENTAL 
BEHAVIOURS 

Using political insights and connections to 
advance or protect your personal career, 
and focusing less on how best to use them 
to drive a bigger change.

APPROACHING 
SITUATIONS OR 
CHALLENGES 

BY...

Using every political insight or connection 
you have to influence and gain support for 
the change that the people you serve need.

Going ahead with ideas on principle 
without considering the broader political or 
organisational climate and timing.

MAKING 
DECISIONS 

BY...

Realising who your allies might be. Finding 
support almost every step of the way and 
leaping on chances when the opportunity 
comes up. Knowing who to approach, when 
and where changes are possible and which 
will have a greater impact.

Focusing on singular goals for projects, 
meetings or conversations. Less aware of 
or concerned with the needs of others.

INTERACTING 
WITH PEOPLE, 

TOOLS OR 
SYSTEMS BY...

Setting up meetings and conversations 
to achieve a desired goal, but also 
recognising opportunities when they 
appear. Knowing your audience and how to 
engage with them.

Tech Literacy

Political & Bureaucratic Awareness



Intrapreneurship

Being insurgent and using 
business acumen to create 
opportunities

You are financially savvy. You use various 
financial instruments and mechanisms to 
support innovation processes and create the 
space for experimental problem solving.

This could be alternative ways of financing 
like R&D funding, impact bonds, challenges, 
crowdfunding or innovation grants (and 
others!). Financing in this way helps improve 
the processes and outcomes of public 
decision-making by getting funding to go 
further.

You disrupt the system. You question and 
challenge the status quo and use your business 
acumen to create space and opportunities 
for change within an organisation. You take 
calculated risks to develop and embed new 
ideas and business models for the benefit 
of an organisation and those it serves. This 
helps to break down existing barriers to 
shake up and improve practice. You are 
entrepreneurial within an organisation - hence 
‘intrapreneurship’.

Financing 
Change

Understanding the many ways 
to liberate, mobilise and use 
financial resources



COMMONLY OBSERVED 
BEHAVIOURS

INNOVATIVE AND EXPERIMENTAL 
BEHAVIOURS 

Thinking that things could be made better, 
but working in existing structures, processes 
and constraints without much hope that 
they could be radically changed.

APPROACHING 
SITUATIONS OR 
CHALLENGES 

BY...

Challenging the status quo. Taking 
calculated risks when identifying 
opportunities for doing things differently – 
seeking inspiration from other areas.

Using existing examples and case studies 
that are proven to work within the public 
sector. Needing certainty on whether 
something is a good course of action or 
not.

MAKING 
DECISIONS 

BY...

Seeking out informed possibilities even 
when there is much uncertainty. Looking to 
embed new actions, models or systems into 
an organisation – or even exploring entirely 
new opportunities by experimenting with a 
completely new hypothesis for change.

Going along with existing ways of doing 
things or only supporting the ideas of high-
up individuals.

INTERACTING 
WITH PEOPLE, 

TOOLS OR 
SYSTEMS BY...

Being provocative. Instigating interactions 
(with people, tools and environments) to 
explore and pick apart current practices in 
order to identify possibilities for change.

COMMONLY OBSERVED 
BEHAVIOURS

INNOVATIVE AND EXPERIMENTAL 
BEHAVIOURS 

Sticking to long-term, rigid funding 
schemes, where there is little possibility to 
reframe problems or support the testing of 
ideas.

APPROACHING 
SITUATIONS OR 
CHALLENGES 

BY...

Using shorter-term, more flexible funding 
schemes that allow for the reframing 
of problems, testing multiple ideas and 
accelerating learning about what works.

Using existing and traditional financial 
tools. Going with what has been used 
before rather than exploring what might be 
a better fit for the issue at hand.

MAKING 
DECISIONS 

BY...

Thinking about new opportunities and the 
possibility of ‘what can be learned’ through 
different funding methods.

Using proven or common tools that 
help avoid any risk. A tendency to look 
towards already well established market 
incumbents and tried-and-tested solutions.

INTERACTING 
WITH PEOPLE, 

TOOLS OR 
SYSTEMS BY...

Exploring new ways to mobilise resources 
and finance change, such as R&D funding, 
impact bonds, crowdfunding, challenges or 
innovation grants.

Intrapreneurship

Financing Change



Storytelling & 
Advocacy

Using compelling stories to 
articulate a vision or information

You can “sell” an idea by explaining both its 
value and the evidence that supports it. You 
do so by creating meaningful messages in 
whatever format works best for your audience. 
This grows support, understanding and buy-in 
to move ideas forward. You are able to support 
the process of generating useful data and 
evidence that sheds new light on persistent 
issues, and demonstrate why action should be 
taken to deal with it differently. And you are 
able to drive an experimental process that 
systematically explores and tests what might 
work and learn from it.

You transform a vision, insight or data into 
stories that resonate with people. You make it 
easy for people to understand the experiences 
of others and use this to improve what 
they know to be true. This sparks ideas and 
questions in your audience around specific 
issues; getting them to think about a topic or 
problem in a new light. The way you frame an 
idea makes it easy for people to share that 
story to justify or explain what they do. You are 
able to advocate for the use of new methods 
and approaches to challenge business as 
usual, translating their value into meaningful 
terms and articulating the value of doing 
something new.

Demonstrating 
Value

Making the case for change by 
articulating the value of it



COMMONLY OBSERVED 
BEHAVIOURS

INNOVATIVE AND EXPERIMENTAL 
BEHAVIOURS 

Focusing on insights or statistics that 
describe a situation in favour of exploring 
the more human aspects that might evoke 
empathy or interest.

APPROACHING 
SITUATIONS OR 
CHALLENGES 

BY...

Transforming insights, data or the use 
of new methods into stories that not 
only describe a situation, but stimulate 
questions, inspire thinking and generate 
ideas.

Using existing ‘frames’ or arguments that 
end up supporting the status-quo, and 
so risk limiting both understanding and 
potential ideas to change that situation.

MAKING 
DECISIONS 

BY...

Linking them to real-world issues and 
people. Using compelling information to 
help stakeholders reconsider possibilities 
and mobilise or advocate for a change in 
priorities and ways of working.

Describing a situation in a ‘matter of 
fact’ way that doesn’t create empathy 
or connection with those involved. Using 
standardised reports or existing case 
studies to tell stories.

INTERACTING 
WITH PEOPLE, 

TOOLS OR 
SYSTEMS BY...

Creating a variety of stories that inspire 
and compel people to make change. 
Enabling people to see themselves in the 
story, or stimulating empathy from others.

COMMONLY OBSERVED 
BEHAVIOURS

INNOVATIVE AND EXPERIMENTAL 
BEHAVIOURS 

Thinking about the value of a new idea or 
solution from your own point of view, which 
might miss out on demonstrating the value 
it could provide others.

APPROACHING 
SITUATIONS OR 
CHALLENGES 

BY...

Looking at things through other’s eyes, with 
different frames of reference and using 
a variety of methods. Covering different 
aspects of an issue through a mix of 
approaches to data and evidence.

Basing decisions on limited information 
that might not clearly relate to the 
audience, leaving them questioning ‘so 
what?’.

MAKING 
DECISIONS 

BY...

Reframing and articulating what new kind 
of value creation could be possible. Getting 
people on board with your decisions 
because you speak to what they care 
about or need.

Using standardised documents or written 
reports to describe value.

INTERACTING 
WITH PEOPLE, 

TOOLS OR 
SYSTEMS BY...

Tailoring the message in the clearest, most 
relevant way to the audience.

Storytelling & Advocacy

Demonstrating Value


