Future of Service
Design




Welcome

Ruth Hasnip




Design
Couricil

Welcome & Introduction:

The Design Council is the national strategic body for design.

Our mission is to inspire and enable the best use of design to
make the UK a more competitive, creative and sustainable nation.



Design?

What has design got to do with public services?
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What is Design?

— Perhaps an interesting place to start might be looking at things
that have been poorly designed...
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Design is:

— Understanding people by looking at their world in new ways
— Making things visible and tangible (and simple...)

— A way of managing risk by trying new things out as prototypes

© Design Council, 2009
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Design is:
— A practical process to manage ideas
— A bridge between Creativity and Innovation

— Useful and usable by any organisation, group of stakeholders,
or community...
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Looking for

5

Economic goals Technical goals
(Value for money) (It can be done)

o}

User goals
(It delivers for people)
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Why Design?

What does design bring to service innovation?




1. Design looks to
understand people’s
needs & motivations
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Understanding people

http://jimsmuse.files.wordpress.com/2008/03/salul.jpg



Understanding people
People don’t always do what they say
they do...
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Understanding people
Helps to generate ideas:
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Understanding people

Why?

— People don’t always do what they say they do

— It reveals things that are not immediately obvious
— It helps to generate new ideas

— It helps to prioritise decision making

— It provides a common focus for large organisations
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2. Visible & Tangible
(and simple...)




"Quadruped. Graminivorous.
Forty teeth, namely
twenty-four grinders, four eye-
teeth, and twelve incisive.
Sheds coat in the spring; in
marshy countries, sheds hoofs,
too. Hoofs hard, but requiring
to be shod with iron. Age
known by marks in mouth.”

Charles Dickens — Hard Times

© Desi

ign

Design
Council

Council, 2009



Design
Council

© Design Council, 2009



Design
Council

© Design Council, 2009



Visible, tangible and simple
Can be used where words don’t work
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Visible, tangible and simple

Why?

Easier to understand
Better conversations
Easier to remember

Can be used where words don’t work
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3. Designers manage
risk by trying things
out quickly and
cheaply
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Quick & cheap testing

Rarely do people get something right

the first time. However, where most people
pilot, designers prototype.
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Quick & cheap testing

When trying things out, it’s best to fail early
and fail often (as long as it doesn’t cost a lot) —
Design prototypes follow a code of early, ugly,
and often.
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Quick & cheap testing

This helps to manage risk because before you
spend a lot of money rolling out an idea, you
have tested and improved it.

© Design Council, 2009
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Quick & cheap testing
Prototyping early, ugly and often gives
more cycles of test and improve, for the same

time and cost.
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Quick & cheap testing
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Allows you to test for...

5

Economic goals Technical goals
(Value for money) (It can be done)

o}

User goals
(It delivers for people)
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Quick and cheap testing
Why?

Allows you to:
Fail early and cheaply

Discover more about what people want by making things
tangible

Technically understand how something could work
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What does the
future look like?




Co-designh Model
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What makes
Co-design different?
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Co-deliver Co-diagnose

Co-develop Co-discover

Co-design
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Case study
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Alzheimer 100

stuart. Ideal Joumey’.

Journey Exploration. Linda

persona; Care
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Alzheimer 100
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Alzheimer 100 — Outcomes




Looking Forward
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