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“The comfort zone is  the great enemy to creativ ity;  
moving beyond it  necessitates intuit ion,  which in 
turn configures new perspectives and conquers 
fears.”  

 
Dan Stevens 
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ABOUT THE 
INNOSPARK 
PROJECT 
ICT is among the leading sectors in Europe making an increasingly 

important contribution to the economic growth and jobs creation in 

advanced economies.  

 

In order to adequately respond to the dynamic changes and 

challenges posed by environment, ICT companies must promote 

human talent so as to nurture not just the best technical skills but 

also the creativity, innovation and entrepreneurship necessary to 

create and adopt to innovation and thus to grow ICT businesses and 

make them more competitive. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

To respond to the new challenges, INNOSPARK project sets the 

overall aim to spark creativity thinking skills in ICT SMEs, so as to 

foster innovation and contribute to increasing the growth and 

competitiveness of European high-tech industries.  

 

The project aims to attract new talents, train European citizens 

with the relevant creativity skills needed in the ICT sector, and as 

a consequence - to fuel innovation, productivity and growth in 

the EU. INNOSPARK is funded under the Erasmus+ programme, 

KA2: Cooperation for innovation and the exchange of good 

practices. 
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Introduction 
 

This Compendium has been developed in the framework of the project INNOSPARK - Sparking Creativity 

and Innovation Skills in the ICT Sector, funded by the Erasmus+ Programme.  The Best Practices and 

Innovation Compendium contains good proven, effective and evidence-based examples of innovations in 

the ICT sector reached through creativity thinking techniques.  A best practice may be a particular method, 

or it may be a whole program or intervention. These are considered the practices that have been found to 

be successful in accomplishing their goals, and that can be used, or adapted for use by other organizations 

engaged in ICT. 

 

The partnership has collected best practices on how to boost innovation in the ICT sector and gathered 

proven examples on their application by interviewing ICT companies as testimonials of the concerned 

innovation methods. You can find some video interviews online on the project YouTube channel: InnoSpark 

https://www.youtube.com/channel/UCRiLp_ZVwky8aDcdL43_Ekg 

 

A selection of practices has been included in the Compendium. For an in-depth overview and detailed 

information on the single practices you can consult the integral report available on the project website 

http://innospark-ict.eu/ 

 

The goal of the Compendium is to attract the attention to the topic of creativity and innovation and to 

demonstrate working practices from the real ICT business life. In addition, ICT employees and managers 

who have identified gaps, needs, and opportunities in their work will be provided proven practices that can 

be adapted to meet their specific needs. By reviewing the lessons learnt from other peer companies, ICT 

employees and managers can apply their own practices with greater confidence that they will lead to 

improved performance. 

 

By seeing a best practice into action, a lot of uncertainties are removed. Employing a program or method, 

whose structure and process are carefully documented, makes it easier to set up and implement, 

increasing the chances that it will go smoothly. 

 

The project team would like to thank for the precious support and for the release of interviews the 

following companies: 

 

• PUSH (Italy) 

• Be-NOVATIVE Ltd. (Hungary) 

• Altitude Design Ltd (UK) 

• Helm Squared LTD (UK) 

• Soma Analytics (Hungary) 

• TechMA s.r.l.(Italy) 

• Tecnalia (Spain) 

 

  

https://www.youtube.com/channel/UCRiLp_ZVwky8aDcdL43_Ekg
http://innospark-ict.eu/
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Best Practice #1 - Approach/method 

 

DESIGN THINKING 
 

Design thinking is a strategy for innovation that any business or profession can apply to achieve 

extraordinary results. It is based on a human centered approach and on creative problem-solving strategies 

applied in a user-centered context. 

 

 

 

Basically, it is orientated to think about how more can be done with less. Those responsible for delivering 

the products and services take into account the users’ needs at large and are driven by a comprehensive 

understanding, derived from observation about what people need and want, what they like or dislike about 

the way the products/services they use are made, packaged, marketed, distributed and supported. 

 

Design thinking activities are carried out in 5 different steps: empathize, define, ideate, prototype and test. 

Within these steps, problems can be framed and better addressed, more ideas can be created, and the 

best answers can be selected. 

 

1-Empathize: this first stage help to gain an understating of the problem to be solved and to have insights 

into users’ needs;  

 

2- Define: information gathered in the first phase are collected together, to analyse and synthesize 

observations in order to define the core problems that you and your team have identified so far. The 

problem is defined as a statement in a human-centered manner. 
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3- Ideate: this is the moment to generate ideas. Once users’ needs are identified, problems defined with a 

human-centered approach, team members can start to “think outside the box” to identify new solutions to 

the problem statement that has been created, seeking for alternative ways of viewing the problem. The 

“thinking outside the box” is encouraged since this can help in the discovery of hidden elements and 

potentially faulty assumptions. There are many different techniques that can be used such as 

Brainstorming, Brain writing, Worst Possible Idea, etc.   

 

 4-Prototype: in this experimental phase, the aim is to identify the best possible solution for each of the 

problems identified throughout the first three steps. The solutions are implemented within the prototypes 

that are investigated and either accepted, improved and re-examined, or rejected on the basis of the users’ 

experiences. By the end of this stage, the design team will have a better idea of the constraints related to 

the product, the existing problems, and a better perspective of how real users would behave, think, and feel 

when interacting with the final product. 

 

5-Test: products are rigorously tested using the best solutions identified during the prototyping phase. This 

final stage is carried out in an iterative process, the results generated during the testing phase are often 

used to redefine one or more problems and inform the understanding of the users, the conditions of use, 

how people think, behave, and feel, and to empathise. Even during this stage, alterations and refinements 

are made in order to rule out problem solutions and get an understanding of the product and its users as 

much deep as possible. 
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Insights – Design Thinking 
 

 

AIMS & 

OBJECTIVES 

Design thinking is a method for practical, creative resolution of problems 

and creation of solutions. It is a form of solution-based, or solution-

focused thinking with the intent of producing a constructive future result.  

DURATION The origins of new design methods in sciences can be traced in the late 

1960s, but the concept of Design Thinking emerged in the 80’s and 90’s 

from the Stanford University and the firm IDEO, and gained considerable 

popularity in the early years of the 21st century. 

Design as a notion of a "way of thinking" appears in Herbert A. Simon’s 

book The Sciences of the Artificial (1969) and in Robert McKim's 1973 

book Experiences in Visual Thinking. Bryan Lawson's 1980 book How 

Designers Think, focused on design in architecture, started a process of 

generalising the concept of design thinking. The establishment of the 

intrinsic qualities and abilities of design thinking that made it relevant in 

general education and thus for wider audiences can be traced in an 

article by Nigel Cross in 1982 (“Designerly Ways of Knowing”).  Peter 

Rowe's 1987 book  Design Thinking, which described methods and 

approaches used by architects and urban planners, was a significant early 

usage of the term in the design research literature.  In the 1980s and 

1990s, Rolf Faste at Stanford University expanded on McKim's work, 

teaching design thinking as “a method of creative action”.  Design thinking 

was adapted and transferred to business by David M. Kelley, a Faste's 

Stanford colleague, who founded the design consultancy IDEO in 1991. 

Design thinking emerges from the evolution of different design process 

methods that were developed to improve and extend design to other 

areas of practice. It can be considered as a human centered and iterative 

scientific method applied to the creative process. The design thinking 

process moves from the abstract to the concrete through iterative 

prototyping, from low resolution to high resolution.  

CONTEXT Design Thinking is international-wide. It has been developed in university 

(design studies) and then popularised by businesses. 

 

 

 

https://en.wikipedia.org/wiki/Herbert_A._Simon
https://en.wikipedia.org/wiki/Rolf_Faste
https://en.wikipedia.org/wiki/Stanford_University
https://en.wikipedia.org/wiki/David_M._Kelley
https://en.wikipedia.org/wiki/IDEO
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TARGET-

GROUP(S) 

The Design Thinking is open to any organization that want to improve 

their performance, competitiveness and effectiveness, nevertheless the 

kind of sector. In particular, it is recommended for those companies that 

intend to put innovation at the heart of their strategy. 

 

ADRESSED 

SKILLS 

Design Thinking foster:   

- creative problem-solving abilities to tackle complex problems  

- flexibility and adaptation to change 

- curiosity 

- innovative mindsets 

METHODS Design thinking activities are carried out in 5 different steps: empathize, 

define, ideate, prototype and test. Within these steps, problems can be 

framed, the right questions can be asked, more ideas can be created, and 

the best answers can be chosen. 

  

Reference: https://www.interaction-design.org/literature/article/5-stages-

in-the-design-thinking-process 

INNOVATION The design thinking is a human-centred approach for innovation. Design 

thinking argues those responsible for shaping products and services to 

take into account the needs of the world at large, environment included. 

This means that innovation must be driven by a comprehensive 

understanding, derived from observation, what people need and want, 

what they like or dislike about the way the products/services they use are 

made, packaged, marketed, distributed and supported.   

EFFECTIVENSS 

ADVANTAGES 

The mission of design thinking is to translate the observations into 

information and this latter into products and services that improve lives 

of people. It can be used successfully within any industry, not just tech or 

design and it can bring innovation potentially in any field. This approach 

can be used to consider issues and resolve problems more broadly than 

within professional design practice, it can be applied from business to 

social issues and even in education.  
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RESOURCES The amount of literature and online material about design thinking is 

huge, but we can provide a list of the some resources, that cover design 

thinking from different approaches. Some of them focus on problem 

solving, others focus on design thinking as a tool for innovation. The 

choice is based on the purposes for implementing the practice.  

 

Online articles: 

 

• IDEO website https://designthinking.ideo.com/ 

• Articles on IDF website  https://www.interaction-

design.org/literature/topics/design-thinking 

• Harvard Business Review https://hbr.org/2008/06/design-thinking 

• Design Thinking: What is That? 

•  https://www.fastcompany.com/919258/design-thinking-what 

• Design Thinking: A Human-centred Approach to Innovation: 

http://blog.ttcsglobal.com/design-thinking-human-centred-

approach-innovation/ 

 

Books: 

•  Design Methods: A Structured Approach for Driving Innovation 

in Your Organization by Vijay Kumar (2012) 

• Human-Centered Design Toolkit: An Open-Source Toolkit To 

Inspire New Solutions in the Developing World by IDEO (2011) 

• This is Service Design Thinking: Basics, Tools, Cases by Marc 

Stickdorn and Jakob Schneider (2012) 

• Designing for Growth: A Design Thinking Toolkit for Managers by 

Jeanne Liedtka and Tim Ogilvie (2011) 

• The Art of Innovation: Lessons in Creativity from Ideo, America's 

Leading Design Firm by Thomas Kelley, 2011 

• Design-Driven Innovation: Changing the Rules of Competition by 

Radically Innovating What Things Mean by Roberto Verganti 

(2009) 

 

 

 

 

 

https://designthinking.ideo.com/
https://www.interaction-design.org/literature/topics/design-thinking
https://www.interaction-design.org/literature/topics/design-thinking
https://hbr.org/2008/06/design-thinking
https://www.fastcompany.com/919258/design-thinking-what
http://blog.ttcsglobal.com/design-thinking-human-centred-approach-innovation/
http://blog.ttcsglobal.com/design-thinking-human-centred-approach-innovation/
http://www.amazon.com/101-Design-Methods-Structured-Organization/dp/1118083466
http://www.amazon.com/101-Design-Methods-Structured-Organization/dp/1118083466
http://www.amazon.com/101-Design-Methods-Structured-Organization/dp/1118083466
http://www.amazon.com/Human-Centered-Design-Toolkit-Open-Source-Developing/dp/0984645705/ref=sr_1_1?s=books&ie=UTF8&qid=1365783619&sr=1-1&keywords=human+centered+design
http://www.amazon.com/Human-Centered-Design-Toolkit-Open-Source-Developing/dp/0984645705/ref=sr_1_1?s=books&ie=UTF8&qid=1365783619&sr=1-1&keywords=human+centered+design
http://www.amazon.com/This-Service-Design-Thinking-Basics/dp/1118156307
http://www.amazon.com/Designing-Growth-Thinking-Managers-Publishing/dp/0231158386
https://www.amazon.fr/Roberto-Verganti/e/B002KLMKOQ/ref=dp_byline_cont_book_1
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Online courses: 

• Stanford University Crash Course in Design Thinking (Videos) 

• University of Cincinnati Innovation and Design Thinking (Mooc) 

• Design: Creative of Artifacts in Society (Free ebook) by Karl Ulrich, 

University of Pennsylvania (PDF, MOBI or EPUB)  

• Design Thinking: Innovate in Style, through Udemy by 

professional trainer Simon Jack  

• The Open University Design Thinking Course  

 

Events: 

The Global Service Jam is a non-profit volunteer activity organized 

by an informal network of service design afficinados, who all 

share a common passion for growing the field of service design 

and customer experience.  

Each year-round February/March, people who are interested in 

service and using a design-based approach to problem solving 

and creativity will meet all over the globe: 

http://planet.globalservicejam.org/content/about. 

 

 

  

http://planet.globalservicejam.org/content/about
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Case Study #1 – Design Thinking 

 

 

 

 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

PUSH 
 Domenico Schillac 

 

 

The case study reported here has been provided by the Italian organization PUSH, in the interview to the 

associate managing director Domenico Schillaci.   

 

PUSH is a design lab that develops creative and technologic solutions for social innovation. It was founded 

in 2013 in Palermo, Italy, and involves professionals with wide different backgrounds: from design to 

information technology, from digital media to business management. 

 

The organisation has introduced design thinking since the beginning, applying different design 

methodologies (beside design thinking, service design and user-centered design) to urban policies and to 

the urban environment. 

 

An example of successful application of design thinking to address urban issues is the social innovation 

project TrafficO2 (http://www.traffico2.com/). The project has been awarded the "Smart Cities and 

Communities and Social Innovation" grant promoted by the Italian Ministry of Education, University and 

Research. 

 

The project uses game dynamics to stimulate people to adopt sustainable mobility habits. They tested the 

games several times, using a key feature of design thinking – the developed solution is tested within 

different cycles (3-4 times) – thus enabling to improve the results in every testing phase.  
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TrafficO2 tries to change people’s mobility attitudes, not the city. Palermo is one of the slowest city in Italy, 

changing the urban fabric is a long and expensive process so the idea was trying to change citizens ’habits. 

The questions made were: why do people move? Mainly to reach the working place or to go shopping. The 

answer, helped them to focus on a process of urban mobility (one of many possible) that can be more 

efficient by facilitating the meeting between supply and demand. 

 

In this context the app trafficO2, aims to reduce traffic and pollution by proposing an equal agreement for 

everyone: prizes in exchange of sustainable urban travels. For every respectful behavior towards the 

environment, the citizen earns a certain amount of points, with whom he can rise the ranking of his 

community and win the prizes offered by the sponsors. 

 

Through a Smartphone app, users get points according the choice of their mobility system and the length of 

the route (walking, bicycle, public transport, car sharing, bus) – they get a reward – the leverage. The design 

thinking approach has as one of the main principles the user’s experience: this is the reason why the project 

promoted by PUSH starts from end-user’s habits in moving in a city where moving it is not easy. In the end, 

they involved about 2000 users with a relevant impact in terms of CO2 emission reduction. 

 

In 2014 trafficO2 won the first edition of the Social Innovation AROUND Award and, in 2015, it has been 

awarded during the first edition of the Smart City Innovation Awards sponsored by MIT Enterprise Forum and 

BNL/BNP Paribas. 

 

The results of trafficO2‘s tests in Palermo were published in 2015 on IGI-Global book “Social, Economic and 

Environmental Sustainability in the Development of Smart Cities”. 
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Best Practice #2 - Platform/software 
 

Innovation Platform 
 

INNOVATION PLATFORM TO ACHIEVE BREAKTHROUGHS WITH THE POWER OF COLLECTIVE CREATIVITY 

 

The Be-novative Platform is a unique space and tool where collective creativity powers innovation 

breakthroughs. It helps distributed teams collaborate and innovate seamlessly and yields breakthroughs 

instead of bland, uniform reactions. It fosters creative collaborations instead of clashes and keeps 

participants fully and creatively engaged. A very important advantage of the platform is that it stimulates 

commitment to implementation. 

 

 

 

Be-novative is a actually a cloud-based software and mobile app where people (employees and potential 

customers or talented students) share ideas, compete with each other in self-organizing, collaborative 

brainstorming teams in a playful way, evaluate the ideas together on impact and feasibility and turn the 

best ones into projects on product, process or organization development. With Be-novative, people can 

find new connections, get inspired and offer or receive resources to implement the selected ideas for their 

projects in self-organizing teams. Be-novative is easy to use, entertaining and effective at the same time. 

 

Be-novative unites Full-Cycle Innovation, Crowdsourcing, Gamification. This way, Be-novative bridges 

geographical distances between innovative communities and R&D teams and uniquely exploits the 

creativity of the crowds.  
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Be-novative creates a synergy of ideas to harness collective intelligence within multinational corporations 

and between self-organizing communities using behavioural science, the latest innovation methods and 

gamification (competition and cooperation within teams and users, element of fun during a 15 minute 

online creative session, redeemable points and commendations and levelling up and down that tracks 

continuous personal progress of users). 

 

Using crowdsourcing techniques and game mechanics of Be-novative, the innovation processes for any 

size-organizations will be more engaging, faster and more effective so that being small or large: they can be 

as visionary and agile as a start-up. 

 

Benefits of using Be-novative:  

✓ Goals sweep through the organizational structure; 

✓ Continuous development: The use of Be-novative enhances a creative organizational culture 

and bottom-up innovation, where the employees form the needed steps and actions to 

continuously achieve the goals and vision of the enterprise. Creative ideas are generated and 

followed up till implementation.  

✓ Cost-reduction: The enterprise can utilize its own talent pool where people are contributing to 

R&D together online in a shorter time, which saves costs and working hours as it is showed in 

KPIs with several of our customers.  

✓ Time reduction: It only takes 20-30 minutes a few times a week – the structured ideation 

process reduces the cycle time of innovation processes.  

✓ More effective projects: The development suggestions of employees or potential customers 

(evaluated by the community) are tailor-made for the enterprise. The head of department will be 

able to track the implementation-stages of the selected solutions online.  

✓ Engagement level grows: Employees and partners are involved in development and together 

with the possibility for reward it enhances their motivation and engagement to the company. 
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Insights – Be-Novative Platform 

 

 

AIMS & 

OBJECTIVES 

Be-novative started as a rising star among the innovation management software solutions 

with a new method that has resulted in more than 40 Fortune 500 clients and success 

stories. Be-novative is a software as a service and a mobile app that unites innovation 

methods with gamification and crowdsourcing. It inspires the crowds to work together, 

share ideas and build something remarkable empowering people to use the power of 

their creativity. 

 

The focus of the work done was on SMEs proposing an innovative ICT concept that is a 

software as a service applying new sets of rules, values and models which ultimately 

disrupt existing markets.  

 

The outcome of these tasks leads towards a better understanding of small organizations 

innovation needs.  This serves as a basis for further developing the product and related 

services to meet SMEs’ and non-profits’ expectations and serve this new innovation 

market successfully. 

 

DURATION The Be-novative idea started in 2011 in a small Hungarian start-up that became the 

Singularity University (founded by NASA and Google) Global Impact Competition Winner 

in Central Eastern Europe in 2012 with this idea.  

 

The concept of this cloud-based innovation management solution grew into an end 

product that is continuously being developed and adjusted to perfectly match the 

innovation needs of the business sphere. 

So the whole idea started in 2011 and has achieved incredible market expansion results 

ever since.  

 

CONTEXT The owner of the Be-novative started as a little start-up in Hungary, operating with 11 

employees only, but today they are proud to have expanded their business to the United 

States, having an office in the NASA Research Park.  

 

So they are active not just on European level, but are proud to have customers on 5 

continents, including companies like CISCO, Telenor, Microsoft, T-Systems, Danone, 

Generali, Raiffeisen Bank etc. This is a typical example of a success story of a small 

Hungarian garage start-up ending up at NASA Research Park. 

 

TARGET-GROUP(S) • Large companies, SMEs, NGOs, non-profit organisations and even individuals 

• Both B2B and B2C markets in general 

 

Be-novative can empower organizations of any size to become innovative and visionary 

that drives positive impact building on the suggestions and ideas of their members, 

employees, partners and customers. 
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ADRESSED SKILLS  Creativity and innovation skills the good practice is fostering: 

 

General skills 

• Critical and analytic thinking 

• Emotional intelligence 

Soft skills 

• Design 

• Imagination 

 

Problem solving skills 

• Pro-activity 

• Coordination 

 

How:  

with the help of brainstorming, crowdsourcing, gamification and by combining psychology 

and innovation methods 

 

METHODS USED In Be-novative, everything starts with a challenge. A challenge can be a question one faces 

in work or in life for which creative answers are needed. The topic and thus the goal of a 

challenge can vary from developing an innovative project at work to finding the best 

present. By starting a challenge, one can invite colleagues, friends, and communities to 

inspire each other and find solutions. In organizations, Be-novative is used mostly in 

product, process and organizational development. Some challenge examples: How can 

we build a culture of innovation in our local committee? What steps should we take to 

accelerate our customer service? How can we make our society more inclusive? What life 

hacks do you know that I could use to make my home more eco-friendly? 

 

When you create a challenge, you can invite a group of people simply by adding their 

email addresses or you can choose to publish a "global" challenge which is visible for 

every registered user on the platform. 

 

When someone wants to join a challenge, all that is needed is to log in to Be-novative, 

choose the challenge and click on brainstorm. You will get into a virtual brainstorming 

room of four, where you can immediately start to share ideas. After brainstorming, there 

is an evaluation session and that's it - the whole process takes maximum 30 minutes. 

After that, the challenge owner will get back to the participants about results and projects 

to be developed based on the outcome of the challenge. 

 

In Be-novative, all participants take part in democratic, anonymous evaluation based on 

configurable criteria. They use an evaluation matrix, which by default has two axises: 

impact and feasibility. Thus, they have to think about how impactful and how feasible the 

ideas are. The axises can be personalized by the Challenge Owner. It requires only 10-15 

minutes per participant to get a full, ranked list of ideas. The results of this crowdsourced 

evaluation can be immediately translated into the final result (by e.g. implementing the 

winning idea) or it can be used by the Challenge Owner as an input and basis for further 

analysis. 

 

The owners of the selected idea will be requested to take the next step towards the 

realization of their idea. By doing so, three things will happen. First, they will be given the 

reward for the inspiring idea and develop their character. Second, their photo will appear 

next to the idea and the Challenge Owner will know that they are the Idea Owner of this 

outstanding idea. Finally and most importantly, the system will guide them to a page 

where they can elaborate on the idea by sharing more details about it. After having 
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submitted the detailed concept, the Innovation Team will get back to them with the next 

steps. 

INNOVATION The best practice is innovative, as the Platform combines Full-Cycle Innovation, 

crowdsourcing and gamification. The fact that the platform is available online, ensures 

that R&D teams and large groups of creative individuals can work together in 

brainstorming regardless of geographical distances.  

 

Be-novative creates a synergy of ideas to harness collective intelligence within 

multinational corporations, SMEs and between self-organizing communities using 

behavioral science, the latest innovation methods and gamification (competition and 

cooperation within teams and users, element of fun during a 15 minute online creative 

session, redeemable points and commendations and leveling up and down that tracks 

continuous personal progress of users). 

 

It fosters innovation in the ICT sector by providing a platform for setting up “rooms” for 

their challanges and receiving creative ideas from creative individuals without 

geographical barriers. In 30 minutes both the brainstorming and the result analyses are 

conducted. In companies, it is usually the case that even if there is an excellent innovative 

idea, it is often “forgotten”, not put in practice. The platform also encourages and 

supports the implementation of the winner idea in real life settings.  

 

EFFECTIVENESS/ 

ADVANTAGES 

✓ The effectiveness and actual advantage of good practice: 

✓ it is widely applicable 

✓ can be used for any type of challenge the company is facing or seeking solutions 

to 

✓ non-target group restrictive, as it can be used by large, small and medium-sized 

companies, non-profit and public sectors as well 

✓ it is not time consuming, bringing quick results– one round of brainstorming in 

the challenge room lasts 30 minutes including result analysis 

✓ idea rating takes into consideration both impact and feasibility using a matrix 

(though, the criteria for evaluation can also be adjusted by the challenge owner 

ensuring even more personalized results) 

✓ the platform encourages putting the winner idea into implementation 

✓ it is the first platform with strong psychological background to inspire creativity 

(via crowdsourcing, gamification and early stage innovation etc.) 

✓ it reunites people to share ideas (hidden talents are given a chance, no 

geographical barriers in front of creative people, as idea sharing is happening 

online via the platform, bottom-up implementation of innovative solutions and 

ideas also made possible) 

✓ it surfaces surprising and creative solutions  

✓ perfect for the ICT sector due to its characteristics 

✓ the platform is both a space for inspiration and a cutting-edge tool for taking 
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innovation to the next level 

✓ there is a built-in reward system for earning points (gamification elements used 

by the platform for enhancing motivation: points, badges, levels, competitions) 

✓ ideas chosen for implementation turned into project proposals in a single step 

✓ Be-novative is the #1 innovation service provider 

✓ its use is fun, motivating and engaging 

✓ knowledge sharing is done interactively 

RESOURCES 

 

Website:https://www.be-novative.com/ 

LinkedIn: https://www.linkedin.com/company/be-novative 

Facebook:https://www.facebook.com/benovative/ 

Benovative brainstorming video : https://www.youtube.com/watch?v=_rPP9XVLiQQ 

Success Story of Microsoft using the Be-novative services 

Success Story of CISCO using the Be-novative services 

 

 

 
 
 
 
  

https://www.be-novative.com/
https://www.linkedin.com/company/be-novative
https://www.facebook.com/benovative/
https://www.youtube.com/watch?v=_rPP9XVLiQQ
https://www.be-novative.com/customers.html#story-microsoft
https://www.be-novative.com/customers.html#story-cisco
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Case Study #2 – Software / platform 

 

 

 

 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

BE-NOVATIVE 
George Tilesch 

 

This case study presents how to boost innovation and utilize the benefits gained from collective 

creativity, brainstorming, and other creativity skills used by the Be-novative platform, as presented by the 

CMO, George Tilesch (Youtube video interview).  

 

Be-novative boasts clients such as Telenor, Microsoft, T-Systems, CISCO, Danone, Generali etc. 

Information Communication Technology (ICT) is among the leading sectors in Europe, contributing to 

economic growth and job creation. The InnoSpark project was launched to spark creativity in ICT 

enterprises, foster innovation and increase the growth and competitiveness of European high-tech 

industries. 

 

As an ongoing effort to encourage entrepreneurship and creative thinking, the project highlighted Be-

novative as one of the best business innovation practices in the EU. Here are the key takeaways from 

the interview. 

 

1. Innovation struggles? Look at your organization’s culture 

“Many of the barriers of innovation that organizations are struggling with is deeply based in the fact that 

the cultures within the organizations are not optimized for creating breakthrough results.” 

The range of innovation problems comes from internal culture issues or lack of engagement from 

employees. The Collective Creativity platform helped Telenor engage their members with an 

organization-wide effort to source ideas. This leads to the second key takeaway. 
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2. Solutions come from unexpected places 

“The surprising element in this project was that they [Telenor] launched an organization-wide hackathon 

using our platform . . . and the actual solution came from a person who was working in one of the 

mobile shops, not the one in the boardroom.” 

 

The new and winning idea was implemented in two months, reaping an additional $100,000 monthly 

revenue (read the full success story here). 

 

3. Use a human-centric approach 

Be-novative uses a human-centric approach to overcome the many barriers of innovation organizations 

struggle with. 

 

The designed solution matches the expectations of the transformative business environment and 

software “that actually imitates how the human mind works [and] how creativity is being sparked in any 

individual and organization.” 

 

George concluded: “If people are inspired and engaged to be part of the innovation process and have a 

sense of collective ownership, the results will be remarkable.” 

 

  



Compendium of Best practices and Innovation 
 

www.INNO SPARK-ICT.eu 
 22 

 

Best Practice #3 – Policy/Initiative 
 

BREAKOUT SPACES 
 

A breakout space is any space separate from the usual workplace, which is open to the employees to be 

used as an informal gathering area and alternative workspace more human scaled. Similarly, to what Le 

Corbusiers said concerning the house as a ‘machine for living’, a modern office should be a ‘machine for 

productivity and also, according to the Nigerian best-selling author Ifeanyi Enoch Onuohahe, the key to 

productivity is creativity. In other words, employees in modern SMEs, and especially those who are involved 

in the ICT sector, should be placed in the optimal conditions to boost their creativity and the shape of the 

workplace and its liveability come to play a fundamental role. 

 

 

 

As a matter of fact, according to a survey conducted by TESCO in the UK, a good 52% of the workers do not 

leave office for lunch and 1 in 4 employees is reported not leave regularly their work station through their 

breaks. If one looks at these statistics broadly, finds that such habit not only has bad influences on the 

employees’ personal health, but it also affects negatively on the creative innovation and to the 

establishment of “unplanned collaborations”, so dear to Steve Jobbs and considered essential for the ICT 

innovation, who was a pioneer of the breakout spaces practice and designed the entire Pixar Studios under 

this concept. 

 

The term ‘breakout zone’ has become a common everyday phrase – breakout areas are now seen as a 

standard part of modern workplace design. However, in the historical evolution of the ‘the office’, the 

concept is still relatively new and the real estate profession is still learning how to use breakout zones 

optimally.  
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Breakout spaces have been used in ICT companies in a number of ways: 

 

✓ Relaxation Zones 

✓ Community zones 

✓ Innovation areas 

✓ Creative thought areas 

✓ Community Hubs 

✓ Idea generation spaces 

 

The main aim of a breakout space is to give employees the opportunity to remove themselves from their 

normal working space and environment, thus breaking their routine of each day and providing the 

environment for creative thinking, which in turn can lead to innovation and productivity.   

 

This method is a seen as a best practice to foster innovation and creativity as it is a low-cost solution which 

gives the opportunity for employees to embrace their working environment, share creative ideas and feel 

more involved in the company activities as a whole, rather being a lone wolf working in the same 

environment and tasks each day. 
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Insights – Breakout Spaces 

 
 

AIMS & OBJECTIVES According to a study commissioned by FORWARD THINKING INC. and Herman Miller 

in 2004, (http://www.forwardthinkinginc.com/) the primary functions of a breakout 

space are to foster spontaneous collaboration, relaxation and refreshment, while 

the secondary functions are energy/atmosphere creation, brand communication 

and individual work space. 

 

DURATION The introduction of breakout spaces can be considered as a global phenomenon 

that has been developed among the SMEs and big enterprises alike, and to which a 

university analysis and lookout followed. 

 

TARGET-GROUP(S) The integration of breakout spaces, due to its purpose of boosting creativity and 

unplanned collaboration among the workers, can be assessed as a practice that can 

target any entity involved in any innovation process: from SMEs, to Universities and 

big enterprises. 

 

ADRESSED SKILLS  By encouraging unplanned collaboration and putting people from different 

departments “under the same roof”, there are greater chances to improve: 

 

✓ Critical and analytic thinking                         

✓ Emotional intelligence                    

✓ Originality                             

✓ Intuition  

✓ Imagination                         

✓ Courage                                

✓ Curiosity                               

✓ Optimism 

✓ Goal Setting                        

✓ Coordination                       

                              

METHODS USED Interior design and work psychology. Integrating breakout spaces can be proven 

successful only if tested in the long run, so sustainability is not only an asset, but also 

basic requirement: to make the process sustainable, the following tips might be 

proven useful: 

 

✓ Use pre-design engagement to really understand the organisation's 

working model, including brand positioning and culture  

✓ Hold the design team to account – deliver on communication and 

functionality simultaneously  

✓ Design for an intended use / uses  

✓ Provide visual cues for employees  

✓ Make breakout areas distinctive from one another  

✓ Communicate intended uses to employees  

✓ Consider protocols if needed, e.g. time limits  

✓ Understand working model and match design to function, e.g. what 

types of spontaneous collaboration / individual work will be undertaken  

http://www.forwardthinkinginc.com/
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✓ Leadership can set a behavioural example  

✓ Communicate intended uses to employees  

✓ Use engagement to understand the prevailing culture – do employees 

want to move away from the workstation area when they…  

✓ …need to be quiet and concentrate?  

✓ … need to be interactive and noisy?  

✓ Design-in creative individual breakout zones  

✓ Individual space needn’t mean an individual room for one person – 

larger, more open spaces can still cater for individual quiet work, e.g. 

library environment  

✓ Locate central breakout area to allow equal accessibility throughout the 

building  

✓ Provide a reason to be there – dining, TV and magazines  

✓ Leadership use space for community meetings – establish communal 

ownership 

 

INNOVATION The innovation of a breakout space lays in its idea of creating an alternative and 

more relaxed workplace, in which the benefits informal communication brings to 

innovation and creativity, can be readapted to the needs of the company. 

 

EFFECTIVENESS 

ADVANTAGES 

The effectiveness and the advantages of this promising practice are: 

• staff can both relax and work collaboratively 

• better team unity and better capability to reach team goals 

• Better communications between employees. 

• Staff can improve creativity more naturally and in a more informal space 

 

RESOURCES Related resources that have been found, are: 

The Breakout Zone- a Detailed guide on break zones and how to implement them 

and avoid common mistakes 

http://s200941466.websitehome.co.uk/uploads/files/The_breakout_zone.pdf 

 

Creating interactive breakout spaces - Multidisciplinary teams create interactive 

breakout spaces. 

https://www.youtube.com/watch?v=2ZSERMjLiZ8 

 

Barbican's Rain Room: it's raining, but you won't get wet- An extreme example of 

break out spaces with a room that rains but you don’t get wet  

https://www.youtube.com/watch?v=EkvazIZx-F0 

 

 

 

 

 

 

 

 

http://s200941466.websitehome.co.uk/uploads/files/The_breakout_zone.pdf
https://www.youtube.com/watch?v=2ZSERMjLiZ8
https://www.youtube.com/watch?v=EkvazIZx-F0
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Creating interactive breakout spaces - Multidisciplinary teams create interactive 

breakout spaces. The research focuses on the boundary between humans and 

technology, how can we incorporate technology in our daily life? 

https://www.youtube.com/watch?v=2ZSERMjLiZ8&t=47s 

 

Attract and retain talent and improve productivity with cool office and breakout 

design 

https://www.youtube.com/watch?v=GhvD7NtUT-Q 

 

Inside Facebook HQ - Mark Zuckerberg - Inside Facebook – BBC 

https://www.youtube.com/watch?v=cGEb-q5JMU0 

 

 

Examples of the success of this practice can be found in many of the numerous 

blogs and websites that explain and promote this practice. Here are some: 

 

7 INSPIRING BREAKOUT SPACES FOR YOUR NEXT OFFICE DESIGN PROJECT 

http://blog.millikencarpet.com/7-inspiring-breakout-spaces-for-your-next-office-

design-project 

 

Nine office design tips to help boost creativity 

http://www.managementtoday.co.uk/nine-office-design-tips-help-boost-

creativity/article/1349542 

 

How a Moveable Space Can Ignite Creativity in the Classroom 

https://ww2.kqed.org/mindshift/2014/11/26/how-a-moveable-space-can-ignite-

creativity-in-the-classroom/ 

 

The Rise Of Breakout Areas: Why Your Business Needs Bespoke Space 

http://blog.elmworkspace.com/the-rise-of-breakout-areas-why-your-business-needs-

bespoke-space 

 

Pixar Headquarters and the Legacy of Steve Jobs 

https://officesnapshots.com/2012/07/16/pixar-headquarters-and-the-legacy-of-

steve-jobs/ 

 

Breakout Spaces in the Workplace: Law, Necessity or Business Strategy? 

https://www.sec-online.co.uk/article/break-out-spaces-in-the-workplace-law-

necessity-or-business-strategy 

 

 

CRAFTI S., The Office: Designing for Success, 2004 

MYERSON J., BICHARD J.,New Demographics New Workspace: Office Design for the 

Changing Workforce, London, 2010 

 

 
 
 
  

https://www.youtube.com/watch?v=2ZSERMjLiZ8&t=47s
https://www.youtube.com/watch?v=GhvD7NtUT-Q
https://www.youtube.com/watch?v=cGEb-q5JMU0
http://blog.millikencarpet.com/7-inspiring-breakout-spaces-for-your-next-office-design-project
http://blog.millikencarpet.com/7-inspiring-breakout-spaces-for-your-next-office-design-project
http://www.managementtoday.co.uk/nine-office-design-tips-help-boost-creativity/article/1349542
http://www.managementtoday.co.uk/nine-office-design-tips-help-boost-creativity/article/1349542
https://ww2.kqed.org/mindshift/2014/11/26/how-a-moveable-space-can-ignite-creativity-in-the-classroom/
https://ww2.kqed.org/mindshift/2014/11/26/how-a-moveable-space-can-ignite-creativity-in-the-classroom/
http://blog.elmworkspace.com/the-rise-of-breakout-areas-why-your-business-needs-bespoke-space
http://blog.elmworkspace.com/the-rise-of-breakout-areas-why-your-business-needs-bespoke-space
https://officesnapshots.com/2012/07/16/pixar-headquarters-and-the-legacy-of-steve-jobs/
https://officesnapshots.com/2012/07/16/pixar-headquarters-and-the-legacy-of-steve-jobs/
https://www.sec-online.co.uk/article/break-out-spaces-in-the-workplace-law-necessity-or-business-strategy
https://www.sec-online.co.uk/article/break-out-spaces-in-the-workplace-law-necessity-or-business-strategy
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Case Study #3 – Breakout spaces 

 

 

 

 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

ALTITUDE DESIGN 
Miles Noble 

 

Altitude Design (http://www.designbyaltitude.com/) is a marketing agency based in Plymouth, Devon, UK. 

The company provides creative graphic design, website design and marketing communication services 

throughout the United Kingdom. Formed in 2005 and incorporated in 2013 the company has seen 

exponential growth and boasting a client list of some of the biggest brands in the world, including Coca-

Cola, Hilton Hotels, Holiday Inn and McIntosh Donald. 

 

In 2013 the company introduced breakout spaces in the office to encourage staff members to have time 

away from their workstation and have a space to share ideas or just sit and think. 

 

The managing director Miles Noble says: “So many companies these days focus on performance targets 

and deadlines but in order to be creative you must give your team time, a good working environment and 

access to tools to help them advance their careers, especially in the ICT industry”. 

 

“The idea introducing the breakout spaces could have been seen as a risk, but I trust my staff and the 

results have been amazing. By giving them a shared area where ideas can be posted on a knowledge board 

and even just sit and chat with colleagues about ideas has seen the creativity of the company accelerate”. 

The break out space in the office consists of two sofas and a magnetic whiteboard where staff can pin 

interesting items such as adverts, branded items, photographs, newspaper articles and even social media 

posts that they have seen that they think is interesting or inspiring.  

 

Miles Continues “Creativity is a skill that can be improved and developed and I truly believe that any 

company should explore the option of break out spaces or shared areas that staff have their freedom to 

share new ideas and have time to think about projects and work”. The break out space in not a place for 

clients and meetings are never held in there. 

 

Miles states “we considered having a no phone or laptop policy to allow a quieter working space but we felt 

that would should not put in place any rules that restrict creativity.  
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We never have meetings in the space as we want to avoid structure and it’s a place the clients and 

customers never see. “Although we are a design and marketing company I believe that any ICT company 

looking to improve creative thinking amongst their staff should look at break out spaces as an option, they 

certainly have boosted their performance of my company and I am very happy we chose this route. 
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Promising Practice #4 – Method/Activity 
 

REMOTE WORKING 
 

Remote working is reliant on trust, professional non-location based skills and innovative technology, all of 

these elements are strong in ICT companies, making this sector uniquely based to adopt remote working 

methodologies that have been proved to boost productivity, increase creative thinking and foster 

innovation. 

 

 

 

Trust is a crucial factor across every section of the ICT companies. But somehow, despite all the trust 

circulating in creative companies, many bosses still haven’t come around to the idea of flexible working 

hours. This increasingly popular way of working adapts to suit an individual employee’s needs, and may 

include flexible start and finish times or the option to work from home. This open-minded approach offers 

creative people the space and adaptability to do what they do best: create. 

 

Project managers generally expect their team to start work at 9am, and they’ll usually be contracted to 

finish around 5pm. In practice, however, creatives often work overtime. Creatives benefit from the 

opportunity to bounce ideas off others and co-create with their team, but they also need time alone to 

think and come up with ideas. Most creatives are driven by their own sense of wanting everything to be 

brilliant, so unnecessary interference at inopportune times can result in workers feeling stifled rather than 

motivated. 
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Getting the balance right demonstrates to employees that senior staff have faith in them to do their job and 

deliver on projects without the pressure of feeling micromanaged. Productivity isn’t and shouldn’t be 

judged by the number of hours a worker sits at a desk in a studio. Creative thinking can happen anywhere 

and at any time. Working arrangements must embrace this if creative companies are to stay fit for purpose 

in future. 

 

The key to encouraging creativity is more freedom, not more restriction. The latter is far more likely to stifle 

workers than enhance their work output in terms of creativity and productivity. But for this strategy to work, 

freedom must be combined with brilliant communication to ensure that teamwork is still at the forefront of 

every project. 

 

These days though, digital tools like WhatsApp, Slack and Trello – available free of charge or for a minimal 

cost – help teams keep in constant, convenient contact whether they’re in the same office or halfway across 

the world from each other.  

 

Communication definitely shouldn’t be what holds creative firms back from taking full advantage of flexible 

work, and the positive impact it can have on their staff. 

 

Remote employees are almost twice as likely to work beyond 40 hours a week—and not just on menial 

tasks, according to a recent report from Inc. Magazine. Workers tend to be 20% more productive when they 

get to tackle creative projects remotely. 
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Insights – Remote Working 
 

 

AIMS & 

OBJECTIVES 

The aim of this promising practice is to provide more freedom to employees working 

arrangements to allow more time and choice of working environment to boost creative 

thinking and ultimately productivity.   

 

DURATION First started in the early 2000’s when software and hardware made it possible, more 

recently in 2014 onwards with the introduction of file sharing platforms like Google Drive, 

Dropbox and Microsoft OneDrive along with the 365-office platform and Adobe Creative 

Suite software being cloud based, remote working has seen an exponential growth. 

CONTEXT Evidence to support the benefits of remoting / flexible working to boost productivity, 

innovation and creativity are available on local, national, European and Worldwide levels  

TARGET-

GROUP(S) 

Large Companies, SME, Local Governments (any company using ICT) 

ADRESSED 

SKILLS  

There are a number of skills that remote/teleworking can help with in relation to creativity 

and innovation these are: 

 

General Skills: Trend Awareness, Emotional Intelligence 

Soft Skills: Imagination, Curiosity 

Problem Solving Skills: Pragmatic approach 

 

The main aim is to foster creative thinking by allowing more freedom in working hours. 

Studies have shown that a number of tasks cannot be achieved via remote working but 

creative thinking is one of the main beneficiary skills. 

 

METHODS USED Based on the available research and cases studies a level of training and expectations 

were put to employees before being allowed to work remotely. Training on technology 

was required in some cases to ensure cloud based software actively synced with in-

house technology. There does not appear to be set rules or advisory methods on the 

implementation of this good practice and varied working hours / locations will affect 

companies in different ways. 

 

INNOVATION A: 

The practice of remote working can be seen as innovative and almost unique to the ICT 

sector. Companies have always traditionally had employees based in one fixed location of 

work during fixed working hours.  With the advancements of new technology and 

continuous innovations within the ICT sector, employees and companies are uniquely 

placed to take advantage of the benefits of remote / flexible working hours. 

 

B:  

Results from case studies on remote working shows that creativity, working hours, 

employee wellbeing and job security are all boosted when activated. All of these areas 

help boost the innovation and creative output of the companies that adopt the practice. 

 

 

EFFECTIVENESS 

ADVANTAGES 

The Effectiveness and advantages of the Promising practice: 

 

✓ Easily introducible to ICT companies 
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✓ Increase productivity 

✓ Increased wellbeing of employees 

✓ Minimum cost implications 

✓ Increased communication 

✓ Stronger team work ethics 

✓ Less commuting therefore better for the environment 

✓ Cloud based technology allows accessible file sharing and team working 

✓ Less pressure on time allows better creative thinking 

✓ Easier working between different countries / companies 

 

RESOURCES 

 

Benefits of Remote Working: 

Modern creative professionals are often expected to work remotely while also 

maintaining a presence at headquarters. Learn the best ways to be productive in your 

pyjamas without forgetting the basic human skills needed to push your ideas through a 

conference room session 

https://www.youtube.com/watch?v=segQqw1YMz0 

 

Mike Hostetler, "Remote Working Works! 

Working remotely is a skill that can be learned. To be successful, you must not only 

master new disciplines but you must help others you work with see remote working as a 

mutual benefit. We will cover a brief overview of how to achieve geographic freedom in 

your job while arming you with skills to make you a more effective worker. 

https://www.youtube.com/watch?v=23oBUH270YU 

 

Good Examples of how remote working can help the creativity of ICT companies: 

 

The benefits of flexible working in the creative industries 

http://uk.jobrapido.com/blog/careers-advice/flexible-working-in-the-creative-industries-

41/ 

 

Remote work boosts productivity? Only for creative tasks, says new research 

https://gigaom.com/2012/04/30/remote-work-boosts-productivity-only-for-creative-tasks-

says-new-research/ 

 

To Raise Productivity, Let More Employees Work from Home 

https://hbr.org/2014/01/to-raise-productivity-let-more-employees-work-from-home 

 

Does working remotely help or hurt the creative work? 

https://medium.com/@joonasvirtanen/does-working-remotely-help-or-hurt-creativity-

53d933d777b5#.45iltoeuw 

 

 

 

 

 

 

 

 

 

 

https://www.youtube.com/watch?v=segQqw1YMz0
https://www.youtube.com/watch?v=23oBUH270YU
http://uk.jobrapido.com/blog/careers-advice/flexible-working-in-the-creative-industries-41/
http://uk.jobrapido.com/blog/careers-advice/flexible-working-in-the-creative-industries-41/
https://gigaom.com/2012/04/30/remote-work-boosts-productivity-only-for-creative-tasks-says-new-research/
https://gigaom.com/2012/04/30/remote-work-boosts-productivity-only-for-creative-tasks-says-new-research/
https://hbr.org/2014/01/to-raise-productivity-let-more-employees-work-from-home
https://medium.com/@joonasvirtanen/does-working-remotely-help-or-hurt-creativity-53d933d777b5#.45iltoeuw
https://medium.com/@joonasvirtanen/does-working-remotely-help-or-hurt-creativity-53d933d777b5#.45iltoeuw


Compendium of Best practices and Innovation www.INNOTSPARK-ICT.eu 
33 

 

The effects of telecommuting on productivity: An experimental examination. The role of 

dull and creative tasks 

http://www.sciencedirect.com/science/article/pii/S0167268112000893 

 

The effects of telecommuting on productivity: An experimental examination. The role of 

dull and creative tasks 

https://s-media-cache-

ak0.pinimg.com/736x/cb/d2/f5/cbd2f5c8416a63392402b27c99274e96.jpg 

 

https://www.forbes.com/sites/victorlipman/2016/05/02/are-remote-workers-happier-and-

more-productive-new-survey-offers-answers/#4172a73c6663 

 

https://www.forbes.com/sites/larryalton/2016/11/01/7-plausible-explanations-for-the-

productivity-boost-of-working-from-home/#20c2640f67fb 

 

 

 

  

http://www.sciencedirect.com/science/article/pii/S0167268112000893
https://s-media-cache-ak0.pinimg.com/736x/cb/d2/f5/cbd2f5c8416a63392402b27c99274e96.jpg
https://s-media-cache-ak0.pinimg.com/736x/cb/d2/f5/cbd2f5c8416a63392402b27c99274e96.jpg
https://www.forbes.com/sites/victorlipman/2016/05/02/are-remote-workers-happier-and-more-productive-new-survey-offers-answers/#4172a73c6663
https://www.forbes.com/sites/victorlipman/2016/05/02/are-remote-workers-happier-and-more-productive-new-survey-offers-answers/#4172a73c6663
https://www.forbes.com/sites/larryalton/2016/11/01/7-plausible-explanations-for-the-productivity-boost-of-working-from-home/#20c2640f67fb
https://www.forbes.com/sites/larryalton/2016/11/01/7-plausible-explanations-for-the-productivity-boost-of-working-from-home/#20c2640f67fb


Compendium of Best practices and Innovation 
 

www.INNO SPARK-ICT.eu 
 34 

 

Case Study #4 – Remote Working 

 

 

 

 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Helm2 
Jon Catney 

 

In 2015 Helm Squared Ltd launched a powerful SaaS event ticketing solution that provides seamless 

integration with customer websites, improving the customer journey and increasing revenues for event 

professionals. No other system offers as pure an experience. The company also launched a complementary 

product that offers a niche, social media led, customer experience system, that provides increased 

marketing ROI and brand loyalty. Offering a bespoke service with multiple reporting facilities and growth 

tools is what makes us unique. 

 

The original core service of the company was the live printing of social mead photos at events, they also offer 

social media growth tools and services for the events industry, a 365-service approach to event marketing. 

The company currently has 5 employees, 1 of which works remotely but they also have a number of 

freelance works who remote work. Jon Catney founder & CEO of the company states “remote working can be 

a tricky one to balance in a traditional office environment, remote working can also be scary, but when 

properly managed it can be useful”. 

 

Remote working has allowed the company to access a better range of developers, removing the restriction of 

work location has enabled the company owner to pick the best talent in the country rather than just relay of 

what is available locally. 

 

Having a remote working policy allows other staff members to work from home if they choose to, in effect 

they have all the tools they would normally have in the office right at their own desktop: “it was a step we 

took to help grow the business, we did not know how it would pan out, but it is working really well for us” 

says Jon. 
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If we did not offer remote working it would not have a detrimental effect on the company straight away, 

however it would mean we would have to rely on people always being in the office, always being here on 

time, always relying on traffic been good and various so these uncertainties that can affect business”.  

 

Remote working improves creativity as it allows you to work wherever you want, wherever that is at home or 

in a park and still be doing the same job but as you are outside the four walls off the office you are not so 

constrained. 

 

It’s important to remove any negative effects of remote working. The company had concerns that staff 

members may feel isolated being on there own all the time, so regular company social events are used to 

remove this potential issue and keeps them engaged with the rest of the team. 

 

“I would highly recommend remote working, I think in this day and age you cannot avoid remote working and 

it’s something you should be doing to help grow your business whether that via freelances, full employees or 

outsourcing other work in general. Productivity has increased since introducing remote working” Jon adds. 
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 Best Practice #5 – Training 
 

STAFF TRAINING 
 

“Telerik Academy” starts in 2009 as an initiative of Telerik for training of its employees. A few years later the 

initiative grew into free training programme for everyone who wants to become a successful IT specialist. 

Anyone can register and sign up for intense seven-month IT training no matter if he/she has any knowledge 

or experience in the IT field. However, this is not a vacation, but very serious undertaking. 

 

 

 

First, all candidates must undergo tough selection which includes English, IT and IQ tests. The selected 

candidates are offered the opportunity to take part in this innovative course during which they gain 

practical knowledge for working with modern software technologies. Each student can choose vocational 

field in which to specialize - web front-end development, web development and mobile applications, 

software quality assurance and automated testing and many others.  

 

After the completion of the training course, all students must pass difficult practical exams and only the 

best performing ones are certified by the Academy. Typically, the top 10% of the Academy graduates end 

up working for Telerik (now Progress).  
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Since its establishment the "Telerik Academy" has been constantly upgrading and now it is comprised of 

four units: 

 

1) "Telerik Software Academy" – one-year attendance programme in software engineering designed for 

students and professionals from different areas of interest who strive for a career in the IT industry. It 

includes courses in C #, HTML, CSS, JavaScript, OOP, software quality and software technologies. All 

courses are available online as well. 

 

2) "Telerik School Academy" - a training programme in software development for students between 14-19 

years. The Telerik School Academy provides a series of free trainings for students from the 7th to the 

12th grade in order to acquire basic skills and knowledge in software development and preparation for 

the National Information Technology Olympiad. 

 

3) "Telerik Children's Academy" - a national education initiative which is designed to train students from 10 

to 12 years in programming. It includes two educational areas: algorithmic programming and game 

development. 

 

4) “Telerik Digital Academy” - an initiative with a focus on digital technologies. Launched on May 9, 2016 

this is the first free integrated digital marketing course in Bulgaria in collaboration with Google. 

 

The training model of the “Telerik Academy” is extremely successful because it is a mixture of the learning 

by doing method and various techniques stimulating innovative and creative thinking of the young IT 

specialists. It can be regarded as a seven-month interview during which the students prove themselves.  

 

“Telerik Academy” can be considered as best practice in the IT field because it has good proven results as a 

course designed for ordinary people and non-experts in the field of software programming (for the period 

of its existence over 11000 people have been trained in the Academy, as two-thirds of them have started 

working while they were being trained.).  

 

This is why more and more ICT companies start to use the concept of Telerik and adapt it to their needs. 

Thus, on the basis of “Telerik Academy”, the “Software University” was established as university offering free 

education to people wishing to deepen their IT knowledge 
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Insights – TELERIK ACADEMY 

 
AIMS & 

OBJECTIVES 

With over 20 in-depth courses in cutting-edge technologies, Telerik Academy aims to help 

students of almost any age and background develop programming skills and land jobs in 

the competitive IT industry. 

 

DURATION Telerik Academy started in 2009 as an initiative of Telerik for training of its employees and a 

few years later the initiative grew into free training programme for everyone who wants to 

become a successful IT specialist. As of today, the Academy has been working for 8 years. 

 

TARGET-GROUP(S) Telerik Academy addresses kids, students, professionals /beginner programmers, 

developer support engineers and front-end developers/ of almost any age and background 

who are eager to develop/upgrade programming skills. 

 

ADRESSED SKILLS  Telerik Academy is the innovator in IT education in Bulgaria. 

 

The training model of the “Telerik Academy” is extremely successful, because it is a mixture 

of the learning by doing method and various techniques stimulating innovative and creative 

thinking of the young IT specialists. It can be regarded as a seven-month interview during 

which the students prove themselves.  

 

Telerik Academy stimulates the following skills related to creativity and innovation in the ICT 

sector:  

 

General skills 

• Critical and analytic thinking 

• Originality 

• Intuition 

• Trend awareness 

 

Problem solving skills: 

• Planning 

• Pro-activity 

• Pragmatic approach 

• Coordination 

• Goal Setting 

 

Additionally, Telerik Academy organizes seminars, competitions and initiatives for 

developing various skills needed in the IT world, mostly communication skills, self-

promotion and self-presentation skills, creative thinking, problem solving skills. 

 

METHODS USED Telerik Academy teaches free coding skills using top instructors providing classroom and 

online training courses. 

 

Trainings focus on building practical software skills, combining theory, practical exercises, 

projects and homework. Class work consists of 40% theory and 60% practical training. 

During the practical sessions, highly qualified lecturers help the students with their 

assignments, share their knowledge and experience, and explain how to use best practices 

in the IT industry, review the created programming codes to assure the quality of the 

programs. 

 

All course lectures held atTelerik Academy are being recorded and published on the online 

system together with the speakers' presentations and additional supporting materials. 
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These are the basic materials alumni use during the courses. Online trainees can also use 

the Telerik Academy forum where they can ask questions about lectures, homework and 

course attendance, and get answers from students who are more advanced or have 

already passed the course.  

 

To apply for the Telerik Academy there is a selection procedure including documents 

submission and entrance exams. 

 

INNOVATION In IT sphere, there are the terms Free Software, Creative Commons, GNU GPL, which allow 

people freely to create, because creativity (I think) is possible only where there is freedom. 

Freedom of thought, will, action, imagination. 

This what Telerik Academy courses promote. 

 

Telerik Academy has won a number of awards for contributions to the society and the IT 

industry in Bulgaria. The organization has been renowned for its innovative approach to 

software engineering training. 

 

✓ First place in Forbes Business Awards - Public Interest Category (2012, 2016) 

✓ First place in the "Investor in Knowledge" Category of the Responsible Business 

Annual Awards of the Bulgarian Business Leaders Forum (2013, 2016) 

✓ Award for "Innovation in Programming Training in Bulgaria" by Technology Edition 

Computerworld Bulgaria for BoykoYaramov, co-founder of Telerik, and Director of the 

"Telerik Academy" (2016) 

✓ "Innovation of the Year" award for "Man of the Year" competition, organized by the 

national Darik Radio, for BoykoYaramov, co-founder of Telerik, and director of the 

"Telerik Academy" (2016) 

✓ Honor for "Innovator in Education" from the Uchi.bg educational website (2014, 2016) 

✓ Best in Bizz Awards winner in the category "Socially Responsible Company" (2013) 

✓ Educational Award from BAIT (2012) 

✓ Corporate and Social Responsibility Award from BAIT (2012). 

EFFECTIVENESS 

ADVANTAGES 

Latest Telerik Academy alumni survey results: 

✓ 97 percent of alumni are employed in the software industry. Half found jobs while at 

Telerik Academy, or within a month of graduation. 

✓ Most alumni starting salaries exceed the country average in Bulgaria. 

✓ 100 percent of respondents attribute their professional success to Telerik Academy. 

 

RESOURCES Welcome to Telerik Academy https://www.youtube.com/watch?v=vcTU6EGXTso 

Info about Telerik Academy  

http://www.telerik.com/about/telerik-academy 

http://academy.telerik.com/about/telerik-academy 

http://www.telerik-kids.com/ 

EU Code Week 2017 http://codeweek.eu/ 

  

https://www.youtube.com/watch?v=vcTU6EGXTso
http://www.telerik.com/about/telerik-academy
http://academy.telerik.com/about/telerik-academy
http://www.telerik-kids.com/
http://codeweek.eu/
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Case Study #5 – Telerik Akademy 

 

 

 

 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

The Software University 

 

The "Software University" (SoftUni) is based on the idea of an innovative and modern educational center 

(following the Telerik Academy methodology) that creates real professionals in the programming world. For us, 

as well as for the entire software industry, the real practical skills are the most important. 

 

That is why we use the "learning by doing" model, providing our students with programming training 

combined with real practical experience and knowledge in the most demanding and advanced technologies, 

ready to start their career as successful software engineers. 

 

SoftUni was created on November 5, 2013, when Svetlin Nakov moved his focus and energy from the Telerik 

Software Academy to his much larger educational project - Software University. The idea was to conduct 

massive (but qualitative) trainings of software engineers (tens of thousands per year in 20 cities, not only in 

programming but also in other IT specialties) and to make Bulgaria the "Silicon Valley of Europe". 

 

The "learning by examples" model is the newest learning method in SoftUni, which is characterized by less 

theory and many, many live code writing in class (or home videos for online students). SoftUni has those 

inspiration study halls where students do their practical exercises and create their first innovative projects. 

 

SoftUni Kids is the youngest initiative of SoftUni. For each child to be attracted by the programming world, it 

has developed an innovative learning approach by doing and constantly working in a team. The basics of the 

curriculum are games as a natural way to acquire knowledge and skills in the sphere of programming. 

 

For a complete introduction of the youngest future IT specialists to the programming world, a comprehensive 

program divided into modules has been created. Each of the modules consists of eight sessions that are held 

once a week with duration of 2 astronomical hours. The program is suitable for students from 1 to 6 grades. 
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Another initiative of SoftUni is SoftUni Digital. In the beginning of 2017 SoftUni and the largest digital 

marketing experts decided to join efforts and create together a unique program for the training of digital 

marketing specialists - SoftUni Digital, thus launching the first ever digital marketing training program in 

Bulgaria. The program is entirely focused on the practice and new trends in the digital sphere, as students 

acquire important skills from all aspects of digital marketing. For the successful graduates SoftUnioffers career 

support to leading companies in Bulgaria. 

 

As part of its innovation strategy, SoftUni organizes also free seminars along with leading experts on a variety 

of themes from software technologies, marketing, personal development, business and entrepreneurship, and 

many others. SoftUni seminars are completely free and open to anyone who is motivated to develop and learn 

new things.The idea of these seminars is to be taught those skills we all need in the IT sphere, but cannot be 

learned at the university. 

 

Taking into account the fact that nowadays, companies pay incredibly high money to people who have the 

"creativity" skills and who can think of plenty of fresh, good, working ideas, SoftUni starts teaching creativity by 

providing students with certain exercises and actions that can boost their creative nature. During these 

seminars, successful people share their working techniques about how to be creative. 

 

Short video in Bulgarian is available here: http://www.nakov.com/blog/2016/04/12/softuni-3-0-new-software-

university/ 

 

 

  

http://www.nakov.com/blog/2016/04/12/softuni-3-0-new-software-university/
http://www.nakov.com/blog/2016/04/12/softuni-3-0-new-software-university/
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Best Practice #6 – Initiative 
 

USER STORY MAPPING 

IN ICT PROJECTS 
 

In the late 1990’s Kent Beck had a simple idea to solve one of the biggest challenges in software 

development: communicating the details of what to build. By simply getting together and “telling our 

stories” they could build shared understanding in the minds of everyone involved. In the conversation, we’d 

focus not only on what to build, but who would use the software and why. 

 

 

 

User story mapping is becoming a popular technique through the efforts of Jeff Patton and others that 

allows you to add a second dimension to your backlog. Here are a few reasons you should consider using 

this technique: 

 

✓ It gives you a better tool for making decisions about grooming and prioritizing your backlog. 

✓ It allows you to see the big picture in your backlog. 

✓ It promotes silent brainstorming and a collaborative approach to generating your user stories. 

✓ It encourages an iterative development approach where your early deliveries validate your 

architecture and solution. 

✓ It is a great visual alternative to traditional project plans. 

✓ It is a useful model for discussing and managing scope. 

✓ Allows you to visualize dimensional planning and real options for your project/product. 
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Story mapping is a top-down approach of requirement gathering and is represented as a tree. Story 

mapping starts from an overarching vision. A vision is achieved via goals. Goals are reached by completing 

activities. And to complete an activity, users’ needs to perform tasks. And these tasks can be transformed 

into user stories for software development. 

 

Visual presentation of the product backlog (big picture) brings all the stakeholders on same page, in terms 

of   scope and complexity. It also indirectly provides a view of project size. The story map approach helps to 

deep dive and focus on important features of the application. Marking ‘nice to have’ features as ‘out of 

scope’ during deep dive sessions, helps the team save time. 

 

Story map structure helps with prioritisation and allows for easy slicing of the backlog into releases. Story 

map can be transformed to agile project management tools like Mingle as product backlog. 

A story map consists of four major parts: 

 

• User persona – indicates the type of users in this story. 

• User activities – is the goal level of the user engagement. Use short phrases to describe each 

activity.  

 

For example, user’s activities in a reader app can be managing files, reading e-books, and signing document.  

 

Put these activities in the first row in the upper part of a map. 

• User task –is the task required in a user activity. In the case of “Manage document” in a reader app, 

user tasks include setting up new folders, moving the file to a folder, or renaming the document. Try 

to use a narrative tone to explain the flow precisely. 

• Body – is the supplementary details to the user tasks, these details are listed in the lower part of 

the map. Try to provide as many details as you can, because these can be the potential demands 

from your users. 
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Here there is an example of user story mapping: 
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Insights – USER STORY MAPPING 

 
AIMS & 

OBJECTIVES 

The tool helps  teams stay focused on users and their needs without getting lost in the 

enthusiasm for individual product features It offers an overview of all the functionalities 

that make up the entire project. The system is organized in two dimensions: time and 

functionalities. It is built with the participation of those who can contribute to the theme, 

including a representation of the client. better conversations about the project throughout 

the development process. Tea learn to come away with a shared understanding of what 

they are attempting to build and why 

. 

DURATION 2013-2015 

TARGET-

GROUP(S) 

Any company builds projects for users and customers 

ADRESSED SKILLS  General Skills: 

✓ Critical and analytical thinking 

✓ Intution 

✓ Trend awareness 

 

Soft skills 

✓ Imagination 

✓ Design 

 

Problem solving skills 

✓ Planning 

✓ Goal setting 

 

METHODS USED Story mapping is a top-down approach of requirement gathering and is represented as a 

tree. Story mapping starts from an overarching vision. A vision is achieved via goals. Goals 

are reached by completing activities. And to complete an activity, users’ needs to perform 

tasks. And these tasks can be transformed into user stories for software development. 

Story Map Structure: Goals > Activities > Tasks > Stories 

 

 
 

 

INNOVATION This model helps you to discover user behaviours and their pain points. As rich as the data 

collected from contextual inquiry can be, teams should spend some time together to 

define which gap to tap into and what solutions to offer. Group discussions can take place 

in many forms but with one main purpose- idea generation. 

Collects requirements collaboratively. Story mapping is an engaging activity where all 

participants are involved in the process of building the product backlog on a wall. 
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EFFECTIVENESS/ 

ADVANTAGES 

Advantages of story mapping 

✓ Visual presentation of the product backlog (big picture) brings all the stakeholders 

on same page, in terms of scope and complexity. It also indirectly provides a view 

of project size. 

✓ Requirements captured in a physical format foster collaboration and builds shared 

understanding. 

✓ Since inception is usually a time boxed activity, the story map approach helps to 

deep dives and focuses on important features of the application. Marking ‘nice to 

have’ features as ‘out of scope’ during deep dive sessions, helps the team save 

time. 

✓ Interestingly, having all stories laid out on the wall assists the team to perform 

relative sizing of the stories quickly. 

✓ Story map structure helps with prioritisation and allows for easy slicing of the 

backlog into releases and carves out MVP. Slicing can be done vertically or 

horizontally, such as few features or more features with MVP in each feature. 

✓ Story map can be transformed to agile project management tools like Mingle as 

product backlog. 

 

Benefits  

BETTER QUALITY 

✓ Regular and continuous improvement of the team output (product or service) 

through sprint reviews with stakeholders 

✓ Conducting sprint retrospectives, allowing the team to continuously improve such 

team-specific factors as processes, tools, relationships, and work environments 

 

DECREASED TIME TO MARKET 

✓ Has been proven to deliver value to the end customer 30 to 40 percent faster than 

traditional methods. This decrease in time is due to the following factors 

✓ Highest-priority requirements are separated from lower-priority items.  

 

INCREASED RETURN ON INVESTMENT 

✓ The decrease in time to market is one key reason that projects realize a higher 

return on investment. 

✓ Regular feedback through sprint reviews directly from stakeholders, including 

customers, enables course corrections early, which is less costly and time-

consuming than later in the process. 

✓ Fewer costly defects 

 

HIGHER CUSTOMER SATISFACTION 

✓ Teams are committed to producing products and services that satisfy customers.  

✓ Collaborating with customers  

 

HIGHER TEAM MORALE 

✓ Working with happy people who enjoy their jobs can be satisfying and rewarding. 

Self-management puts decisions that would normally be made by a manager or 

the organization into scrum team members’ hands. improves the morale of team 

members in these ways: 

✓ Being part of a self-managing and self-organizing team allows people to be 

creative, innovative, and acknowledged for their expertise. 

✓ Development teams may organize their team structure around people with 

specific work styles and personalities. 

 

 

 



Compendium of Best practices and Innovation www.INNOTSPARK-ICT.eu 
47 

 

✓ Having a peer relationship with a business representative (product owner) on the 

same team aligns technical and business priorities and breaks down organizational 

barriers. 

✓ Having face-to-face conversations helps reduce the frustration of 

miscommunication. 

✓ Ultimately, teams can agree on rules about how they work to get the job done. 

 

INCREASED COLLABORATION AND OWNERSHIP 

✓ Teams collaborate and take ownership of quality and project performance through 

the following practices. 

 

RESOURCES • 2005: without giving it that name, Jeff Patton formulates the concepts of story mapping in "It's 

All in How You Slice It" 

• 2008: the story mapping practice is described and abundantly illustrated in Jeff Patton's "The 

new user story backlog is a map" 

User Story Mapping: Discover the Whole Story, Build the Right Product by Jeff Patton and Peter 

Economy 

Book User Story Mapping by Jeff Patton 

Read more on capturing non-functional requirements using story map. 

 

 

  

http://jpattonassociates.com/wp-content/uploads/2015/01/how_you_slice_it.pdf
http://jpattonassociates.com/wp-content/uploads/2015/01/how_you_slice_it.pdf
http://jpattonassociates.com/the-new-backlog
http://jpattonassociates.com/the-new-backlog
https://www.agilealliance.org/resources/books/user-story-mapping/
https://shop.oreilly.com/product/0636920033851.do
http://www.sunitparekh.in/posts/cross-functional-requirements
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Case Study #6 – User Story Mapping 

 

 

 

 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Tecnalia 

 

It was in 2013, Tecnalia started first in pilot projects, then in areas, in projects of a certain size that had 4-6 

projects per team. Then they went to teams that do a set of projects (called focus teams), teams with projects 

that develop a technology that is related to any activity with companies in the market. That part of lean teams 

is the one that has grown the most in the last two years.  

 

Inspired by other companies / best practices? 

 

Above all, it was clear that the claim (Inspiring Business) and the relationship with the company's Strategic 

Plan, wanted to land on the projects, that could not be left at the management level. The proposal of generic 

value had to descend and land at the level of all workers / researchers / technologists in the projects we were 

doing. There we were hanging around to see what kind of approaches could help land that claim or that vision 

of the company-inspiring new business. We analysed Lean Start-up methodologies and what kind of tools 

were used, agile methods, Scrum, Lean Innovation which is a line of work that in recent years has grown a lot 

and we saw that the type of practices that attracted more interest in the world of software. But also in the 

world of innovation were quite different from our project management methods that were more thoughtful 

management methods for predictive developments where there is clarity in the initial specifications that 

remain fixed until the project / development is completed.  

 

That process can be 3-6 months, a year, but nowadays the environment is more turbulent, it is changing much 

more what the client needs, from what he said 6 months ago until what he needs today there are also 

changes. The 3 elements TECNALIA wanted to improve were the following: 

 

1. Bring more value to customers  

2. In the short term. 

3. That the equipment had more autonomy of operation. Practices that give more agility to the way 

the teams work. 
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These were the reasons why TECNALIA decided to start with this way of working.  

 

Then after initial literature reading, they understood different approaches and concepts, but also experiences 

of successful companies. Not only small companies nearby: VICO (software company that works hard for 

banking that was in crisis and gave a complete turn to their business from agile methods) but also large 

multinationals like: general electrics (uses software agile), spotify working fully on agile teams, salesforce (CRMs 

company) also works well and other cases. 

 

They were wondering whether to use SCRUM in all R & D projects, but everything was not applicable and that 

it might be counterproductive to want to bring practical things from one field to all there was a risk that it 

might not fit well and then.  TECNALIA adapted the practices observed in different areas, to see which 

common denominator both had at the same time which set of practices could be the minimum ones so that 

they reinforced each other and generated changes and improvements. 

 

TECNALIA created a vision and a structure of what practices propose to teams: 

 

a. Shared management, other than the boss who tells you what you have to do but a joint organization.  

b. A visible and transparent project management, use some way to visualize the work in progress, then 

they started to design visual and physical boards and today has been evolving some in software etc.  

c. The leader had a facilitating role, not so much autocratic to distribute the work as it has traditionally. 

To the extent that these 3 elements are given the teams get a level that is more agile. 

 

A second level called Role / Voice / Customer focused on what is what the customer wants and needs at a 

given time. Development of iterative cycle with frequent feedback from the customer and the third was 

improvement and learning of the team. 

 

In this second level / iterative cycle development with frequent feedback from the client, one of the tools is the 

user story map and the philosophy is that they have to prototype from the beginning from the earliest stages 

to learn the fastest and bring the maximum value to the client, not only give value to the end when the project 

is finished, but from the first prototype will contribute. That means learning how to prototype otherwise from 

the early stages and subjecting it to the client, think carefully about what they show the client and show it to 

them right away. Gather your feedback and continue working towards the next prototype. 
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Best Practice #7 – X-Road 
 

X ROAD 
 

X-Road employs a versatile security solution: authentication, multilevel authorization, a high-level log 

processing system, encrypted and time-stamped data traffic. 

 

 

 

Information regarding the X-Road members and the services they provide is available via the Administration 

System for the State Information System (RIHA). An overview of X-Road activities is available at X-Road 

statistics. 

 

Public and private sector enterprises and institutions can connect their information system with X-Road. 

Joining the X-Road enables institutions to save resources, since a cooperative and secure data exchange 

layer already exists with all the other X-Road members. Data exchange between all the members of the X-

Road ecosystem is significantly more efficient. 

 

Indirectly, X-Road also enables citizens and officials to operate via different portals and applications 

(document management systems, institutional information systems) in a more efficient and flexible manner. 

For example, it helps checking for relevant information in national databases or securely exchange 

documents with institutions. 

 

X-Road is the de facto data exchange standard in the public sector of Estonia. X-Road offers a uniform, cost-

effective and high security to all exchanged data: confidentiality, uniformity, evidential value and minimum 

impact on availability. 
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The software to be created by the Information System Authority in compliance with the X-Road protocol 

stack is free of charge. 

 

Only one X-Road and member activity is sufficient to be capable of exchanging data with all X-Road 

members – to save on time and equipment that would be used to develop systems, conclude and maintain 

bilateral agreements. 
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Insights – X-Road 

 
AIMS & OBJECTIVES • Autonomy – an X-Road member defines, which data services it wishes to 

render and who gains access rights to the services; 

• Confidentiality – information reaches only the authorized parties; 

• Evidential value – using a digital signature enables proving the source of 

received data; 

• Interoperability – all X-Road members speak the same language, regardless 

of the technology or architecture a member is using. 

 

DURATION Year Databases Institutions Services Inquiries (in millions) 

2015 219                939                1723               529.9 

2014 213                916                 1777             468.1 

2013 152                775                  1351              354.6 

2012 128                763                 1326              254.1 

2011 128                751                  1204              227.1 

2010 119                710                  1100              218.9 

2009 111                676                  976              98.1 

2008 94                415                  820             74.0 

2007 83                331                  661             42.7 

2006 68                308                  626             29.7 

2005 50               289                  487            13.5 

2004 33               242                 388            7.8 

2004 18                36                 118             0.6 

CONTEXT Now it is used on a country level for all Estonian people. However, in the near future 

it is planned to connect Estonian databases with databases of Finland. Additionally, it 

separately works in several different countries. 

 

TARGET-GROUP(S) The provider of data services determines who are allowed to exchange data with 

them through the specific data service. In order to use data services, an X-Road 

member needs to have: 

 

• technical readiness – a data service client application; 

• access right given by the provider of data service for using a data service. 

 

The basis for giving access rights is an agreement between the provider and user of 

the data service.  

 

X-Road does not check the basis for giving access rights. X-Road ensures that: 

• only those members can use the services, who have received access rights 

from the provider of data services; 

• data exchanged via data services reach the relevant members without leaks 

and integrally (without deviations and with evidential value). 

ADRESSED SKILLS  General Skills 

• Critical and analytic thinking  

• Trend awareness 

 

Problem solving skills 

• Coordination 

• Pragmatic approach 
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METHODS USED During the implementation of the good practice in other countries, they used: 

trainings, case studies, lesson learned, manuals, documentations, guidelines. 

 

INNOVATION The data exchange layer X-Road is a technical and organisational environment that 

enables secure Internet-based data exchange between the state’s information 

systems. The X-Road allows institutions/people to securely exchange data as well as 

to ensure people’s access to the data maintained and processed in state databases. 

Public and private sector enterprises and institutions can connect their information 

system with the X-Road.  

 

This enables them to use X-Road services in their own electronic environment or 

offer their e-services via the X-Road. Joining the X-Road enables institutions to save 

resources, since the data exchange layer already exists. This makes data exchange 

more effective both inside the state institutions as well as inside regarding the 

communication between a citizen and the state.  

 

The X-Road relies on a platform that is open, secure and simple. Information 

systems based on different platforms can successfully communicate with each 

other simultaneously and their individual characteristics do not hinder this. X-Road 

gives service providers and data owners free hands to design and implement new 

services while relying on the existing secure infrastructure. 

 

EFFECTIVENESS/ 

ADVANTAGES 

The security of X-Road is guaranteed by its architecture together with regulatory, 

organisational and technical measures – data transactions between service 

providers and users occur directly between secure servers using encryption. 

In the X-Road environment, encrypted data are directly transferred through secure 

servers from one information system to another. Data does not pass through the X-

Road centre and cannot be viewed there. The centre only has statistical information 

about data transfer. 

 

The X-Road central server issues certificates to secure servers and provides a list of 

trusted certificates to systems connected to the X-Road. Additionally, the central 

server accepts log hashes from secure servers so that if needed, a chain of service 

usage can be constructed later. In this case, the service provider's log, the service 

user's log and the central server's hash are compared. This method allows for 

checking the integrity of secure servers' logs, as it is impossible to change a log 

without it being detectable later. Service users' groups are described in the central 

server, so that service providers could open services to groups as well. 

 

X-road is simple, easy-to-install. Only a few components are needed to connect data 

system to X-road: 

 

• A virtual physical secure server has to be installed for using X-road and exchanging 

data. The secure server’s software also includes a local monitoring system. 

• If a member of X-road wants to interface X-road with an existing information 

system, they have to develop a software adapter server on a development platform 

of their choice. 

• The service provider creates services in their adapter server that it will start 

offering to others over X-road. Opening the services for other  members of X-road is 

done in the service provider's secure server. 

• The service user creates a solution in their adapter server that connects the 

service provider's open web services to their own information system. 

• Mini Information System Portal (MISP) software can be adopted for using the 

service. This is a simple user interface that has mechanisms for user authentication 
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and authorization, MISP software is meant for the usage of services available on X-

road. 

RESOURCES X-Road video introduction https://youtu.be/9PaHinkJlvA  

X Road https://e-estonia.com/component/x-road/  

Data Exchange Layer X-Road https://www.ria.ee/en/x-road.html  

Power Point Presentation 

https://www.ria.ee/public/x_tee/eGovernment_in_Estonia.ppt  

 

  

https://youtu.be/9PaHinkJlvA
https://e-estonia.com/component/x-road/
https://www.ria.ee/en/x-road.html
https://www.ria.ee/public/x_tee/eGovernment_in_Estonia.ppt
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Case Study #7 – X-Road 

 

 

 

 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

X ROAD AND THE E-GOVERNANCE ACADEMY 
 

Dr. Arvo Ott joined the Prime Minister Office in 1993. He and his team had a general role for coordination of 

different activities in electronic government. In the process of budget planning it became evident that many 

instititutions were doing something similar and they did not have enough resources. A project to discuss 

integration of different systems was started. There was not enough budget to build a separate network for 

government, so the decision was to use Internet and focus on data level security.  X-Road for Estonia is a 

concept, which is not only about technology, but also about processes and giving guarantees to citizens about 

privacy, as well as about giving building blocks to the government for sharing data. X-Road provides different 

standardized components for the services provided, but its core is secure data messaging. The ID card project 

started from the Estonian Ministry of Internal Affairs. The ID cards and electronic services have to developed in 

parallel – without the ID card it is more difficult to develop e-services, and the ID card has less value without 

the electronic services.  

 

The possibilities for digital signatures were introduced from the start of the ID cards, but gaining trust in digital 

signatures has taken some time. Some electronic services may take five years before people start to widely 

use them. For example, use of digital signatures started slowly. The banks were demanding use of eID and 

digital signatures; overall, business sector adopted them faster. In e-Governance Academy people are 

travelling all the time, are doing business with the banks and partners, all this can be done from everywhere 

(except that there has to be an Internet connection).  

 

The problems with X-Road and electronic services implementation tend to be not so much about connection 

bandwidth,  but rather about difficulties with re-engineering the business processes or unwillingness to 

change. In first two years of X-Road management there were not so many customers and sometimes there 

was a need to explain why the resources were spent, but by now most stakeholders are happy with X-Road. 

Technology is part of the X-Road story, but organisational, legislative and other problems may be more difficult 

to solve. 

 

 



Compendium of Best practices and Innovation 
 

www.INNO SPARK-ICT.eu 
 56 

 

More links to videos presenting various X-Road use cases: 

 

✓ X-road 12-years of lessons, speech: https://www.youtube.com/watch?v=TDfRowXjdkI 

✓ How E-stonia got started, interview: https://www.youtube.com/watch?v=EzkJ5iNrY5g 

✓ Estonia's e-Residency offers to every world citizen a government-issued digital identity and the 

opportunity to run a trusted company online. Kristjan Kuurme explains how the program works, and what 

other countries like:  https://www.youtube.com/watch?v=QY_BArNLASY  

✓ Andres Kütt is talking about X-road architecture (technological approach) for the MOOC course 

"Introduction to e-Governance" of Tallinn University of Technology: 

https://www.youtube.com/watch?v=zy0p5qFUJ7U 

✓ (Reference: https://www.youtube.com/watch?v=EzkJ5iNrY5g, https://www.ria.ee/en/x-road.html).  

 

 

 

  

https://www.youtube.com/watch?v=TDfRowXjdkI
https://www.youtube.com/watch?v=EzkJ5iNrY5g
https://www.youtube.com/watch?v=QY_BArNLASY
https://www.youtube.com/watch?v=zy0p5qFUJ7U
https://www.ria.ee/en/x-road.html
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Best Practice #8 – Funding & resource allocation 
 

Horizon 2020 The SME instrument 
 

Small and Medium-sized Enterprises that are EU-based or established in a country associated to Horizon 

2020 can now get EU funding and support for innovation projects that will help them grow and expand 

their activities into other countries – in Europe and beyond 

 

 

 

Horizon 2020 funds high-potential innovation through a dedicated SME instrument, which offers seamless 

business innovation support under the section Societal Challenges and the specific part Leadership in 

Enabling and Industrial Technologies (LEITs). 

 

Provided with about € 3 billion in funding over the period 2014-2020, the SME Instrument helps high-

potential SMEs to develop ground-breaking innovative ideas for products, services or processes that are 

ready to face global market competition. Available to SMEs only, which can however organise a project in 

the way that best fits their business needs – meaning that subcontracting is not excluded – the new 

scheme has opened a new highway to innovation through phased, progressive and complimentary support. 

 

During the first two years of implementation (2014-2015), more than 1200 SMEs were selected to receive 

funding under the SME instrument call; as such, 513 million Euros were invested in the success of 

innovative SMEs. By the end of Horizon 2020, the SME instrument should have supported some 7500 SMEs 

to get their innovations delivered onto the market.   
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The dedicated SME instrument's supports close-to-market activities, with the aim to give a strong boost to 

breakthrough innovation. Highly innovative SMEs with a clear commercial ambition and a potential for high 

growth and internationalisation are the prime target. 

 

The SME Instrument offers small and medium-sized businesses the following: 

✓ Business innovation grants for feasibility assessment purposes (optional phase I): EUR 50,000 

(lump sum) per project (70% of total cost of the project); 

✓ Business innovation grants for innovation development & demonstration purposes (possible 

phase II): an amount in the indicative range of EUR 500,000 and 2,5 million (70% of total cost of 

the project as a general rule); 

✓ Free-of-charge business coaching (optional) in order to support and enhance the firm’s innovation 

capacity and help align the project to strategic business needs; 

✓ Access to a wide range of innovation support services and facilitated access to risk finance, to 

facilitate the commercial exploitation of the innovation. 

 

Source: https://ec.europa.eu/programmes/horizon2020/en/h2020-section/sme-instrument 

 

  

https://ec.europa.eu/programmes/horizon2020/en/h2020-section/sme-instrument
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Insights – Horizon 2020 

 
AIMS & OBJECTIVES The SME Instrument helps high-potential SMEs to develop ground-breaking innovative 

ideas for products, services or processes that are ready to face global market 

competition.  

 

DURATION ongoing (2014-2020) 

CONTEXT European level. Horizon 2020 is the biggest EU Research and Innovation programme 

ever with nearly €80 billion of funding available over 7 years (2014 to 2020). 

 

TARGET-GROUP(S) High growth, highly innovative SMEs with global ambitions that want to disrupt the 

established value networks and existing markets. Applicant SMEs should be driven, 

actively investing in innovation, and looking to grow. To put it in a nutshell: 

internationally oriented SMEs in implementing high-risk and high-potential innovation 

ideas. 

 

ADRESSED SKILLS  Creativity skills for innovative product development: 

✓ Originality 

✓ Trend awareness 

✓ Design 

✓ Goal setting 

✓ Coordination 

✓ Pragmatic approach 

METHODS  Project development 

INNOVATION The SME Instrument is a very innovative initiative of the European Commission, as it 

has various innovative elements: 

 

✓ commercialisation of innovative solutions 

✓ it is a separate fund, created for financing the innovative activities of the SME 

sector (no such fund existing prior to Horizon 2020) 

✓ the instrument offers a self-evaluation option for applicants wishing to 

evaluate their proposals prior to submission 

 

Furthermore, Optional Innovation and Business Development Coaching is offered by 

the Enterprise Europe Network in parallel to help SMEs: 

 

✓ enhance the company's innovation capacity 

✓ align the project to the identified business development strategy 

✓ develop the commercial/economic impact and long term sustainability. 

 

The SME Instrument is widely applicable to all sectors, so ICT SMEs can also apply for 

funding in connection with their innovations. 

 

Horizon 2020 represented a breakthrough compared with past Framework 

Programmes, as for the first time, in addition to the traditional support for research 

and development, the programme placed great emphasis on innovation and close-to-

market activities. 
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EFFECTIVENESS 

ADVANTAGES 

✓ Even small enterprises or start-ups, lacking enough financial capacities, can 

develop their innovative ideas with the help of this external funding 

✓ SME friendly - rules for participation have been streamlined and made more 

SME-friendly 

✓ The bottom up approach leaves SMEs lot of freedom in determining the scope 

of their projects and wide possibilities in designing their budget - all these 

elements made SMEI one of the most popular innovation support tools across 

Framework Programmes 

✓ New tool only for SMEs – single entity can apply 

✓ Speed up the commercialisation of innovations 

✓ Application is based on business plan 

 

RESOURCES 

 

SME Instrument (European Commission) 

SMEI Brochure 

SMEI Twitter 

Tips for SME Instrument (video)  

SME Instrument (European Commission) 

Guide to prepare a winning H2020 proposal 

Self-evaluation tool for applicants 

 

 

 

  

https://ec.europa.eu/programmes/horizon2020/en/h2020-section/sme-instrument
https://ec.europa.eu/research/sme-techweb/pdf/sme_brochure.pdf
https://twitter.com/h2020sme
https://www.youtube.com/watch?v=dTnCfzNYbdk
https://ec.europa.eu/programmes/horizon2020/en/h2020-section/sme-instrument
https://www.h2020manuals.eu/sme-instrument/?utm_source=google&utm_medium=cpc&utm_content=info&utm_campaign=sale-manuals&utm_adg=19158499588&utm_keyword=sme%20instrument&geo=Others&gclid=CjwKEAjwqZ7GBRC1srKSv9TV_iwSJADKTjaDDxUUsrbTKi__p-Q3Bx_dXEiDQ-KHgOeVQ8gnBQIwIxoCCiHw_wcB
http://ec.europa.eu/research/participants/data/ref/h2020/call_ptef/ef/h2020-call-ef-sme_en.pdf
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Case Study #8 – Horizon 2020 

 

 

 

 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Soma Analytics and the SME instrument 
 

Soma Analytics’ vision is to reduce work-related stress and make work-life more sustainable. By leveraging 

technology, their aim is to build state of the art health programmes which are evidence-based, smartphone-

driven and preventative. They provide employers tools and mechanisms to improve their employee’s well-

being. Their flagship product was/is an evidence based mobile resilience programme for employees which 

provides personalized improvement plans and interventions based on biometric information tracked by a 

smartphone. To put it in a simple way: they developed a management system for successful stress handling, 

enabling employees to use an app to measure their well-being and ultimately strengthen their mental 

resilience – all from their smartphones. 

 

This innovative start-up is based in London’s TechCity, comprising a team of psychologists, computer 

scientists and mathematicians, supported by leading universities, researchers & clinicians in the field of 

medicine, occupational and positive psychology. 

 

Here is their story on how the SME Instrument helped them in achieving better innovation results and in 

what way they think the SME instrument help other ICT SMEs to boost their innovation and achieve tangible 

results. 

 

We report now the interview released by the founder Christopher Lorenz: 

“We are Soma Analytics - a smart way to beat stress at work. I think the Horizon 2020 SME instrument is just 

fantastic because it helps us in three different ways.  

 

First of all it's really a seal of approval and a seal of excellence. As you know the process is very competitive 

you have to go through different review stages and only if all of the reviewers agree you're actually selected 

to receive the SME Instrument research grant.  

 

 

 

 

 



Compendium of Best practices and Innovation 
 

www.INNO SPARK-ICT.eu 
 62 

 

Second of all this gives us obviously a lot of credibility and it allows us to open a lot of doors. It helps us in  

conversations with partners. It helps using conversations with potential customers. But it also helps us in  

conversations with investors, to really attract new investment to our company. 

 

Third, but not least the Horizon 2020 SME instrument comes also with the funding package attached to it.  

This funding package in its own makes the SME Instrument incredibly attractive as a funding tool as well.  

The SME instrument is quite different to private funding, because it obviously is grant funding so it doesn't 

require any equity. And this makes it not only very attractive to the company and the company's founders 

but it also makes it very attractive for other investors, because it can complement a funding from investors.  

So as you might know the SME instrument actually comes in two phases and we are very lucky we've been in 

both and through both phases.  

 

Phase one is more I think you should see it more like a slice of cake. It's like a taster. It's very light, it doesn't 

feed you very long but still it's a tester and you can experience yourself what this European ecosystem of 

funding actually tastes like and you will realize it makes you aware of the really nice taste it actually has. 

Now phase two it's more like a cake. It's really heavy, you can feed on it for quite some time and it allows you 

to try your own recipes and very innovative recipes to create new cakes. And I think this is also one  of the 

reasons why the SME instrument is really an excellent tool to fund innovation and research.  

 

So if you were a start-up or an SME trying to receive SME Instrument funding as well, I think there's one 

important thing you have to understand to make your application more successful. 

 

If you're a start-up like we are, you're operating in a very lean way and the lean start-up is kind of the 

standard methodology to run start-up, especially in the US. Now what the lean start-up says is you should go 

forward in an iterative fashion - you should build something, you should measure and you should learn from 

it. But ultimately you should also at certain points think back, look back, and think: shall I persevere or shall I 

pivot.  

 

And now this is a little bit different philosophy than where the EU and the European Commission is coming 

from, and I think it's important to understand these differences, because for a successful application for SME 

Instrument you have to write a proposal, you have to write a project plan, and you have to anticipate what 

you are going to do two years down the line. And you can see the challenge really for you as an applicant is 

to bridge these two philosophies and find a way in the middle to still allow you to operate in a very lean way 

but respecting that also the European Commission needs a little bit of stability and a little bit of predictability 

in your application.” 
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Best Practice #9 – Research/ funding programme 
 

A new approach to  

the semantic web 
 

Semantic Sicily is a project involving 23 Sicilian SME funded with regional funds from PO FESR 2007-2013 

Sicily, under the operational objective 5.1.1. "Support the development and strengthening of industrial districts 

and SME groups and implement common services to overcome cognitive and relational deficit of SME". 

 

 

 

Semantic Sicily partnership aims to develop research in the field of semantic web for a growing range of 

information to fit the needs of companies operating in different economic fields. 

 

The technological platform developed in the project is based on modern cloud computing technologies. 

Applications don’t run locally, but in a common data centre. The objective of the project is to develop a 

semantic core platform, shared among all partners, allocated on a cloud computing hardware. 

 

The semantic core will be used as starting point to develop vertical applications in several fields. When an 

application is running in the cloud, you only have to access, customize and start using it. This is cloud 

computing big strength. 
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Semantic search is a game changer. As the web makes the change into a fully semantic web the biggest 

challenge for webmasters lies in beginning to think differently about how the web now works and how their 

content now connects across it. 

 

The first step of the project has been the corporate training to improve collaboration among the 23 

companies participating in the project. The project was then focused on Industrial Research and 

Experimental Research for the development of the Semantic Web technology applications and new 

technologies to reduce environmental impact through Cloud Computing. The third and final step was to 

transfer the applications "on the Cloud". 

 

Semantic search seeks to improve search accuracy by understanding the searcher's intent and the 

contextual meaning of terms as they appear in the searchable dataspace, whether on the Web or within a 

closed system, to generate more relevant results. Semantic search systems consider various points 

including context of search, location, intent, variation of words, synonyms, generalized and specialized 

queries, concept matching and natural language queries to provide relevant search results.  Major web 

search engines like Google and Bing incorporate some elements of semantic search. In vertical search, 

LinkedIn publishes their semantic search approach to job search by recognizing and standardizing entities 

in both queries and documents, e.g., companies, titles and skills, then constructing various entity-awared 

features based on the entities. 

 

The ideal search engine would be able to match the search queries to the exact context and return results 

within that context. While Google, Yahoo and Live continue to hold sway in search, here are the engines 

that take a semantics (meaning) based approach, the end result being more relevant search results which 

are based on the semantics and meaning of the query, and not dependent upon preset keyword groupings 

or inbound link measurement algorithms, which make the more traditional search engines easier to game, 

thus including more spam oriented results. 
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Insights – Semantic Sicily  
 

AIMS & OBJECTIVES Semantic Sicily partnership aims to develop research in the field of semantic web for a 

growing range of information to fit the needs of companies operating in different 

economic fields. 

The objective of the project is to develop a semantic core platform, shared among all 

partners, allocated on a cloud computing hardware. 

 

DURATION 3 years 

CONTEXT Regional (Sicily) 

ICT companies involved  

 

TARGET-GROUP(S) High growth, highly innovative SMEs with global ambitions that want to disrupt the 

established value networks and existing markets. Applicant SMEs should be driven, 

actively investing in innovation, and looking to grow. To put it in a nutshell: 

internationally oriented SMEs in implementing high-risk and high-potential innovation 

ideas. 

 

ADRESSED SKILLS  General skills: 

Critical and analytical thinking 

Trend awareness 

Problem solving skills: 

Pragmatic approach 

Coordination 

 

METHODS  Project, research 

INNOVATION The theory of semantic search goes as far back as 2003, and a paper written by R. 

Guha et al., of IBM, Stanford, and W3C. 

 

It took a while to get from theory to practice, but ten years later (2013), we saw the 

first major breakthrough in semantic search for the common man. 

 

There’s no denying the power and popularity of the Google search engine where 

results are based on page rankings and algorithms, they excel. 

 

But there are other ways to search the web, using innovative research tools that are 

known as semantic search engines. Using a semantic search engine will ensure more 

relevant results based on the ability to understand the definition of the word or term 

that is being searched for, rather than on numbers. Semantic search engines are able 

to understand the context in which the words are being used, resulting in smart, 

relevant and more efficient results. 

 

 

 

EFFECTIVENESS 

ADVANTAGES 

To simplify the analysis, the Semantic Engine divides the text into propositions (simple 

sentences). This first stage is based on a scrutiny of the punctuation, and on a 

complex process of syntax analysis, which will not be detailed here. This yields highly 

reliable co-occurrence statistics (Relations), since it is not possible for two words to fit 

into the same grammatical proposition if they are not closely connected. Propositional 

hashing is bound to involve errors (propositions that are either too short or too long), 

but this does not affect the results. 
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The automatic interpretation of words in any living language, either written or spoken, 

requires the solving of numerous ambiguities: grammatical and syntactic (the word 

"pound", for example, corresponds to a noun in "a pound of fish", and to a verb in 

"Pound the spices into a paste"), semantic (the noun "pound", for example, can refer 

to a weight or to a currency). On average, one word out of four is deemed ambiguous. 

 

One of the main functions of this new searching method is to solve these ambiguities 

by means of a set of Artificial Intelligence problem-solving algorithms. Though a 

perfect result is impossible to achieve, the error rate is low enough to guarantee an 

accurate analysis of your text.  

 

RESOURCES 

 

Semantic Sicily on TV News https://www.youtube.com/watch?v=RAxUSm1YAo4 

 

Online article  

http://www.jogroup.eu/new/wp-

content/uploads/2015/05/Semantic_Sicily_Catania_web_semantico_e_cloud_computing

.pdf 

 

 

 

 

  

https://www.youtube.com/watch?v=RAxUSm1YAo4
http://www.jogroup.eu/new/wp-content/uploads/2015/05/Semantic_Sicily_Catania_web_semantico_e_cloud_computing.pdf
http://www.jogroup.eu/new/wp-content/uploads/2015/05/Semantic_Sicily_Catania_web_semantico_e_cloud_computing.pdf
http://www.jogroup.eu/new/wp-content/uploads/2015/05/Semantic_Sicily_Catania_web_semantico_e_cloud_computing.pdf
http://www.jogroup.eu/new/wp-content/uploads/2015/05/Semantic_Sicily_Catania_web_semantico_e_cloud_computing.pdf
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Case Study #9 – Semantic Sicily 

 

 

 

 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Semantic Sicily 
 

TechMA is a company based in San Cataldo (CT) Italy, that provides IT solutions for enterprises. The 

interviewed, Alessandro Riggi, provided the case study of his company involve in the project. 

Open24 was born as a cloud application platform based on relational databases.  

 

The company's participation in the Semantic Sicily project has allowed, in line with the guidelines launched 

by Google, to develop a semantic search engine for the platform.  

 

Customers can access the platform simply by having an internet connection. The goal is to facilitate the 

search of content and web pages so that the system recognizes what the user types in the search bar by 

pulling out results that were not specifically related to the text that is written but to the meaning.  

 

Open24 provides new search process for conceptual and word meanings: database data is mapped to 

deontology; a value is assigned to the record columns and these data are related to the data present on 

the network. So, doing, you can get a result based on the meaning of the content of those documents or 

web pages that we're going to analyze and store.  

 

The company suggests to follow the new ICT trends because they allow you to switch from a web limited to 

company data to a collaborative one.  
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Best Practice #10 – Initiative/strategy 
 

Living Lab/community of practice:   

the ergolab intuitive 
 

Ergolab is an initiative promoted by the Basque Government and involving a consortium of IT specialists, 

among the others the INNOSPARK project partner TECNALIA. Ergolab is laboratory aiming at involving these 

two actors: citizens / users and SMEs in the current innovation scheme of the Basque Country. Main 

objective is the improvement of information systems through co-creation and co-design with users. 

 

 

 

This initiative has been launched for addressing human and corporate needs in a technological Information 

System real-life scenarios and thus be able to converge the two actors, system's users and developers. 

 

The main Thematic Domain Network, thanks to the methodology of combining User-Driven Open 

Innovation and User-Centred Design, is the “eParticipation & Media” Network, but it is possible also 

contribute to a critical transversal themes for Living Labs such as “User Experience and Behavior, Models 

and Metrics” because the team’s expertise and know-how is based on this area. In addition, the design 

techniques and user research methods are based on techniques and methods of User Experience. 

 

Ergolab’s main objective is to help companies to develop new products in the digital sector to ensure their 

digital ergonomics. It's about creating digital services or products more accessible and easy to use for 

citizens. By 'living laboratory' (Living Lab), involving end users and analysing their real needs.  
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Through the implementation of ERGOLAB methodology in the design and development of information 

systems to meet the real needs of the user, there will be a better user experience and ultimately 

acceptance of the final product on the market. 

 

 

 

The Living Lab approach and the involvement of end users in the Information Systems provide many 

competitive advantages to the client. These more specific benefits may vary based on the project, as we 

adapt our methods, techniques and phases to their needs. 
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Insights – Lab/community Ergolab 

 

 

AIMS & OBJECTIVES ErgoLab is a laboratory aiming at involving different actors: citizens / users 

and SMEs in the current innovation scheme of the Basque Country. This 

initiative has been launched for addressing human and corporate needs in a 

Technological Information System real-life scenarios and thus be able to 

converge different actors, system's users and developers. 

 

DURATION 2012- on going 

TARGET-GROUP(S)  Participation of users and citizens to innovate, to co-create and co-design in 

four real-life scenario, involving over 500 users 

 

ADRESSED SKILLS  General Skills: 

Critical and analytical thinking 

Originality 

Soft skills: 

Design 

Imagination 

Problem solving skills: 

Goal setting 

Planning 

METHODS USED A living lab is an open and collaborative space with a new innovation strategy 

approach. This approach increases the likelihood of products and services 

meeting the needs of the client/user by involving the end users in the 

process of developing those products/services.  

 

There are many Living Labs, designed for different areas or groups, but they 

are all members of the European Network of Living Labs or ENoLL. At 

Ergolab,  they use the potential offered by end users to improve the 

experience of using Information Systems and their features, something is 

now vital given the (increasing) importance of ICT’s in the society. 

 

Ergolab uses a Methodology of combining User-Driven Open Innovation, 

creative and User-Centred Design, is the “eParticipation & Media” Network, 

but also contributes to a critical transversal themes for Living Labs such as 

“User Experience and Behavior, Models and Metrics”. In addition, the design 

techniques and user research methods are based on creative techniques 

and methods of User Experience. 

 

The Ergolab methodology considers what phases and techniques to 

implement in innovation and/or redesign projects for information systems to 

guarantee the best possible user experience of the systems and proper 

interaction with the interfaces. This methodology is creative and 

multidisciplinary: It includes techniques in areas such as Usability, 

Interaction Design, Information Architecture, Sociology and Anthropology. 
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INNOVATION It fosters innovation in the ICT sector by providing a platform for setting up a 

space to co-create and receiving creative ideas. Some benefits:  

 

- Seed of replication and scaling up of community-enabled business results 

and good practices 

 

- Acceleration of innovation and development at individual and collective 

level 

 

- Better knowledge sharing and retention: attention on person-to-person 

exchange and organisation of relevant knowledge 

 

- Cutting across hierarchy and organisational barriers; creating new 

partnerships and synergies and providing a fertile ground for innovation 

 

- Sustainable mechanism for stewarding core organisational competences 

 

- Developing “collective intelligence” at the level of the team, business 

unit/department or the organisation as whole, defined as the fitness of the 

group to: 

 

✓ Solve problems better than any individual member could 

✓ Enable its members to reach their full creative potential 

✓ Co-evolve with its organisational environment toward higher 

performance through mutually supportive relationship and 

permanent innovation 

✓ Increased personal connection with and hence loyalty to the 

organisation, therefore increased role in talent retention. Enhancing 

employee engagement – with people connected in communities of 

practice becoming more engaged, active members of the 

organisation. 

 

 

EFFECTIVENESS 

ADVANTAGES 

For the users in their role as citizens and the community: To be empowered 

to influence the development of services and products which serve real 

needs, and to jointly contribute to savings and improved processes through 

active participation in the R&D and innovation lifecycle. 

 

• For the SMEs, incl. micro-entrepreneurs as providers: developing, validating 

and integrating new ideas and rapidly scaling-up their local services and 

products to other markets. 

 

• For the larger company: making the innovation process more effective by 

partnering with other companies as well as end-users, which are rooted in 

active user experiences, increasing ‘right the first time’. 

 

• For research actors, the economy and the society: Stimulating business-

citizens government partnerships as flexible service and technology 

innovation ecosystems; integrating technological and social innovation in an 

innovative ‘beta culture’; increasing returns on investments in ICT R&D and 

innovation. 
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RESOURCES Living Lab Ergolab  video 

https://www.youtube.com/channel/UCkFGFGtC8gBwFuxvLYwfD9w 

 

Ergolab website 

http://www.llergolab.com/en/index.php 

https://www.youtube.com/channel/UCkFGFGtC8gBwFuxvLYwfD9w
https://www.youtube.com/channel/UCkFGFGtC8gBwFuxvLYwfD9w
http://www.llergolab.com/en/index.php
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Case Study #10 – Living lab/community Ergolab 

 

 

 

 
 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

The Ergolab Initiative 
 

Ergolab is an initiative, promoted by the Department of Industry, Innovation, Trade and Tourism of the 

Basque Government, through its Innovation Department. The initiative emerged in early 2012 as part of the 

Digital Agenda for Euskadi 2015 strategy. It is aligned with the concepts of “living lab, “creativity” and" digital 

ergonomics". 

 

Integrates all the players in the Information Systems value chain that the Living Lab methodology considers 

necessary. On one hand is the Basque Government as an Administration that plans to implement unique ICT 

innovation projects that have economic and social impact. 

 

On the other hand, is GAIA, the Association of Industries for Electronic and Information Technologies in the 

Basque Country as a player that protects the interests and needs of developers and users of Information 

Systems. 

 

Research and innovation is also represented in the consortium through Tecnalia Research & Innovation 

technological centre that deals with the technological and methodological aspects of Open Innovation 

guided by the User and User-Centred design. And finally, there is Sinnergiak, Social Innovation Centre of the 

Basque Country University to close the value chain circle of the design process and development of 

Information Systems, that deals with the social and human aspects of innovation and, particularly in this case 

ab Ergolab is capable of involving users/citizens in the research and innovation process of new products 

and/or services related to Information Services thanks to the support of the Basque Government (Basque 

Internet Access and Training Centres Network) and the previous pool of users (associations and students) we 

have by carrying out usability consultancy services. 
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Ergolab is capable of leading user communities of practice towards a collective intelligence based on 

accumulated know-how and experience and influence their behaviour adopting a participative attitude to 

societal issues such as sustainability or Green IT. 

 

The overall benefits that the Ergolab methodology offers are as follows: 

 

✓ Co-creation of products and services, by the Designer and Living Lab Expert community, which are 

so distinct from those that dominate the market and so inevitable that make people passionate,  

✓ Design driven market creation 

✓ New educational technologies and methodologies, such as Practice-based Experiential Learning. 

✓ Identification and detection of potential problems in the interaction and experience of use by the 

users themselves 

✓ Solving the problems of interaction and user experience 

✓ Definition of new System features through the users 

✓ Validation of System interfaces in terms of design and interaction by the users themselves 

✓ Alignment of user goals with the goals of the project itself 
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InnoSpark – Self-Diagnostic Test 

 
 

The InnoSpark Self-Diagnostic Test is e an interactive self-assessment tool for ICT employees and employers 

to discover the creativity skills they possess especially with regard to the ICT sector identifying at the same 

time those that they need to develop and boost so as to foster innovation in their work.  

 

Self-assessment is a helpful way for users to better recognize their own creativity and innovation behaviors 

and highlight areas of strength, weakness, and areas that they may need greater focus on.    

 

The test encourages users to think about which dimensions of the creativity and innovation field are 

particularly important in their work, and will help them to compare how they rate themselves in these 

dimensions. Additionally, organizations will conduct self-assessments to better understand their own 

performance and to improve their performance in future. Skills assessment is an essential first stage in the 

creativity and innovation thinking development process. Creativity skills assessment will be primarily a 

diagnostic and learning tool. 

 

 
 
 
 

www.innospark-ict.eu 
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