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Feedback loops
Stock and flows
Trends over time
Mental models
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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 pbest thing to do
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Insight generation and
challenge ratings
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Relnvent the wheel
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evidence?
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Design for everyone
Is=design for no. one
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Rapid Cycle Testing
for service
Improvement
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1. Practical delivery

Staff Time

10

A~

0

0 7hrs

Referrals
50

42

36

Time

Supported
100

1
1
1
1
1
1
1
1
1
1
1
1
1
1
I'
LS
1
1
1

Time

Example improvement dashboard

2. Acceptability

Front-line Satisfaction
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3. Outcomes
Contact time
Now Last
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4. Qualitative Insights

Opportunities
e These can't be long observations but can be

o Short little insights that come from the monthly

e Implementation catch-up calls.

Risks

e Same goes for the risk

e These short be the most pressing issues only.

e Title should link through to monthly summary.

o
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1. Accountability
2. Improve

3. Prove
4. Inquiry
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Back pocket
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INJECTING THE SCIENCE INTO THE ART

ETHNOGRAPHY
FOCUS GROUPS
EXPERIENCE +
STAKEHOLDER MAPS

EPIDEMIOLOGY
SYSTEM MAPS
CASUAL LOOPS

RIP & MIX
PERSONAS
USER JOURNEYS

LOGIC MODELS

DARK LOGIC MODELS
‘WHAT WORKS
PROGRAMMES
COMMON ELEMENTS
SYSTEMS SIMULATIONS
TO PROTOTYPE

USER FEEDBACK

................................ )

RAPID CYCLE TESTING
IMPLEMENTATION
DASHBOARDS

SYSTEMS SIMULATIONS
TO REFINE

DATA & TECH

MACRO & MICRO TRIALS
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Influence
Accountabpllity
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Kate Tobin

Service Design Specialist, Aaron_R. Lyon, Ph.D. | | Al_lsa Swarbrlc_:k
. . . Associate Professor, University of Director, Family Nurse
Dartington Service Design . . S . . .
Lab. UK Washington & Director of the artnership National Unit,
| SMART Center UK
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You are not'a McDonalds
cheese purger

INDJECTING SOME SCIENCE INTO THE ART OF SERVICE DESIGN

@DartingtonSDL @katetobin


https://twitter.com/katetobin_

Mental medels

- I ¥
I,

o«

INJECTING SOME SCIENCE INTO THE ART OF SERVICE DESIGN 3 SERUICE

DESIGN LAB

@DartingtonSDL @katetobin


https://twitter.com/katetobin_

CHALLENGES

1. How can Crisis work in partnership with other
organisations to better support members with multiple and
complex needs?

2. How can Crisis better support homeless people from
outside the UK?

3. How can Crisis support homeless people to gain a voice
and influence local and national policy that affects them?

4. How can Crisis increase and maintain member
engagement?

5. How can Crisis develop innovative partnerships to
explore and identify alternative models for accessible,
affordable and quality housing?

ONE DAY
ONE WORKSHOP
37 PEOPLE
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5 CHALLENGES 1 PRIORITY CHALLENGE

1. Hou.u cap Crisis work in partnership with o.ther . How can Crisis Sk\[llght Edinburgh
organisations to better support members with multiple and . . -
complex needs? increase and maintain member

engagement, particularly those with
2. How can Crisis better support homeless people from -
outside the UK? Complex needs:

3. How can Crisis support homeless people to gain a voice
and influence local and national policy that affects them?

4. How can Crisis increase and maintain member
engagement?

5. How can Crisis develop innovative partnerships to
explore and identify alternative models for accessible,
affordable and quality housing?

ONE DAY
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5 CHALLENGES 1 PRIORITY CHALLENGE

1. Hm{u caf\ Crisis work in partnership with u.ther . How can Crisis Sk\[llght Edinburgh
organisations to better support members with multiple and . . -
complex needs? increase and maintain member

engagement, particularly those with
2. How can Crisis better support homeless people from -
outside the UK? Complex needs:

3. How can Crisis support homeless people to gain a voice
and influence local and national policy that affects them?

4. How can Crisis increase and maintain member
engagement?

5. How can Crisis develop innovative partnerships to
explore and identify alternative models for accessible, +
affordable and quality housing?
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5 CHALLENGES 1 PRIORITY CHALLENGE

1. Hou.u cap Crisis work in partnership with o.ther . How can Crisis Sk\[llght Edinburgh
organisations to better support members with multiple and . . -
complex needs? increase and maintain member
engagement, particularly those with
2. How can Crisis better support homeless people from -
outside the UK? COI'T\plE)( needs?
SHORTLISTED IDEAS

3. How can Crisis support homeless people to gain a voice
and influence local and national policy that affects them?

explore and identify alternative models for accessible,
affordable and quality housing?

4. How can Crisis increase and maintain member
engagement?
5. How can Crisis develop innovative partnerships to s 1 I ONE SELECTED
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engagement?

5. How can Crisis develop innovative partnerships to ONE SELECTED
explore and identify alternative models for accessible, +

affordable and quality housing?
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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
polities & sclence
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T00LS OF A SYSTEMT THINKER
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https://medium.com/disruptive-design/tools-for-systems-thinkers-the-6-fundamental-concepts-of-systems-thinking-379cdac3dc6a
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TYPES OF SYSTEM TMAPPING
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