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Complex-adaptive systems
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Systems Thinking

System Dynamics
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Feedback loops

Stock and flows

Trends over time

Mental models
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System mapping
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Service perspective
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Science perspective

Rigorous evaluation

Validate opinions
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Overengineered

Appear resource intensive

Top-down

Slow to adapt
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User-centred perspective
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User-centred design isn’t 

just the right thing to do, it’s 

a best thing to do
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Insight generation and 

challenge ratings
Rip & Mix exercises

Ideas rating

Story boarding and 

role play

Personas

Journey mapping & Service 

Blueprints
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512 × 312 

Reinvent the wheel

Where is the 

evidence?
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512 × 312 

Design for everyone 

is design for no one
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Rapid Cycle Testing 

for service 

improvement
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Example improvement dashboard
1. Practical delivery 2. Acceptability 3. Outcomes

[OUTCOME X]

Supported
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1. Accountability

4. Inquiry

3. Prove

2. Improve
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Back pocket
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Influence 

Accountability
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Different perspectives
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You are not a McDonald’s 

cheese burger
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Mental models

https://twitter.com/katetobin_


INJECTING SOME SCIENCE INTO THE ART OF SERVICE DESIGN

@DartingtonSDL @katetobin_

https://twitter.com/katetobin_


INJECTING SOME SCIENCE INTO THE ART OF SERVICE DESIGN

@DartingtonSDL @katetobin_

https://twitter.com/katetobin_


INJECTING SOME SCIENCE INTO THE ART OF SERVICE DESIGN

@DartingtonSDL @katetobin_

https://twitter.com/katetobin_


INJECTING SOME SCIENCE INTO THE ART OF SERVICE DESIGN

@DartingtonSDL @katetobin_

https://twitter.com/katetobin_


INJECTING SOME SCIENCE INTO THE ART OF SERVICE DESIGN

@DartingtonSDL @katetobin_

https://twitter.com/katetobin_


INJECTING SOME SCIENCE INTO THE ART OF SERVICE DESIGN

@DartingtonSDL @katetobin_

https://twitter.com/katetobin_


INJECTING SOME SCIENCE INTO THE ART OF SERVICE DESIGN

@DartingtonSDL @katetobin_

Embrace complexity 

Bringing together different 

perspectives
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Recognising that a 

system’s structure drives 

its behaviour
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Conflicting paradigms of 

politics & science
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