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“When Skills Development Scotland was launched in April 2008, it —
marked the start of a step change in the delivery of careers, skills and G

training services in Scotland.” =

g—
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Buying solutions off the shelf?
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Opportunity for
change:
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Insights into

conditions

for embedding design
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They’re not the starting
point

“A tool does not make a profession...If | was to give you a
stethoscope, it doesn’t mean that you are a doctor. In the
same way if you receive, or even trained in using, design

tools, it doesn’t necessarily make you a designer.”

Professor Irene Mcara Mcwilliams, thesis interview conducted by Sarah Drummond
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HEART MONITOR

We need to create
circumstance for

Ups and

eustomer
EXpETiEnce

design to exist
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are short
term and not
sustainable
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and an approach
than specific tools
and techniques”

Andy Polaine, “Interdisciplinarity vs Cross-Disciplinarity.”
http://www.polaine.com/2010/06/07/interdisciplinarity-vs-
crossdisciplinarity/ (accessed June 21, 2010).
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Changing
the DNA

SD&l (service design &

innovation) team created
* mindset

behaviour

culture

systems

practice
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Strategic

Time
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OUR SERVICES KNOWLEDGE NEWS OUR STORY TOOLS

Home @ Media centre @ Press releases @ World leading careers web service launched

Media centre World leading careers web service launched

Press releases k| AI.IQI.IE'I 2011
- Religniting Scotland's financial services
industry

A new web service is being launched today that will help transform the way career

guidance is delivered in Scotland.

- The Glasgow Trail

. Gleneagles chairman speaks at Scotland is leading the world in its new approach, according to Dr. Alasdair Allan

Scottish Learning Festival Minister for Learning and Skills who unveiled the new service in a Skills Development

Scotland advice centre in Crkney.

- DSM Nutritional Products

. Education Secretary congratulates The launch comes hot on the heels of a UK Commission for Employment and Skills

report, which discusses the vital role of technology in transforming career guidance.

Zoey Rennie

‘My World of Work’

- 3kills Development Scotland signs
skills partnership agreement with
South Ayrshire Dr. Allan said: "My World of Wark has been designed to meet our current and future

needs as a workforce. It combines the strengths of our careers advisers with the
technology of today to provide a world leading careers service. It has significantly

target their efforts at those who need support most.

- Steering a course to recovery

. Skills Development Scotland signs
P g improved and expanded the help and support available to people of all ages, from
skills partnership agreement with Morth
Co tounder + irector ot Lesign Lec%reH Froauict Lesign arrmas Sentland who want to imneove their life chances and nrenare themselvas for SE“D"e"s"iGH
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Institutionalised
culture and mindse

“What do our frontline staff and
customers know?”

closest to understanding user needs and
day to day operations

‘Expert knowledge’ +

“Tacit and explicit knowledge’
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Table 1: Modern Firms Must Become More Like Design Shops

FROM “TRADITIONAL FIRM..."  ...TO "DESIGN SHOP*

Flow of Work ~ Ongoing tasks Projects
Life Permanent assignments Defined Terms
ke 1 Source of Managing big budgets Solving ‘wicked problems’
be like a Status cxid i ol
1 77 of Defined roles Collaborative
designer” is e e e A S
tantamount to Mode of Deduciive Deductive
. Thinki Inductive Inchuctive
saying ‘be less - e
] Dominant We can only do what ing can’t be done
prqd_uctlve, less o o o sl s Nobing cort be done
efficient, more Constrains are the enemy challenge and excitement
subversive, and
more flaky”
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Getting out
there, doing

3

small projects
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It’s all a bit fuzzy

“Most managers are trying to design E=e
variance out of the system and cannot

handle a process which starts off not
knowing where it will eventually get”

Roger Martin, The Design of Business

wearesnook.com www.gsa.ac.uk THE GELASGOW
h[atjwearesnook.com s.bailey@gsa.ac.uk SCHOOL:2 AR

ooooooooooooooooooo Stuart Bailey | GSA
Co founder + Director of Design Lecturer + Product Design SCHOOL: '™
OOOOOOOO
k LT Tomucns, (P20



Difficult for
designers

- Aesthetics

- Short attention span

- Don’t understand system/language

- Working against the current

- Not having space (metaphorically and physically) to
design

ST L L1

“The design studio provides a context where this visible thinking becomes “visible
learning” for others. The studio is socially and aesthetically immersive — a changing
environment where ideas, thoughts and models are created and shared. The
environment is messy, rich and stimulating. In other words it is like the real world. It
is not at all like “the paperless office”, the permanently clean desk, or the knowledge-
management system in a computer database. The “database” for the artist and
designer is the physical and cultural environment, and the creative processes in the
design studio reflect and affect the “actual studio” of the real world.”

Irene Mcara Mcwilliams, Impossible things? Negative Capability and the Creative
Imagination
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Is consulting over?

MODEL

“You can’t just have one part of the
organisation understanding how
design thinking can benefit their
work: the whole organisation needs
to know It.”

Tony Coultas, Head of Service Design and Innovation, thesis interview conducted by Sarah Drummond
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Design Capacity
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Seeing design
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The Service Design
and Innovation Process
mapped to the 4Ds

by Sarah Drummond
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Evaluation and
outcomes
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Supporting SDS to design [
better services togethe involved

Service Support Big Projects we're working
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storyboarding

Teaching staff
draw
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Internal capacity

“re-imagaine the internal
design function as an
independent design studio”

Martin Neumeier, The Designful Company
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Being useful
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Increase Understand
and Capabilities
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Briefs not pOIicies

All about projects
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Government
Design challenge
Working strategically
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Design DNA

Extrapolating from design
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