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2008, the beginning of a journey
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Delivering service through multiple channels

My World of Work
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Skills Development Scotland deliver careers, skills
and training services using a number of delivery
channels - on-line and person-to-person
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Opportunity to study embedding design:
at multiple levels

SCHOOL:

OF DEeSIGN
THE GLASGOW
SCHOOL:2 ARLE

prOJECtS Learndirect
Scotland

April-May
2008

SDS staff
adowing
project

R
« - . SOty 2Dy S

internships

student "y

M.Des Design Innovation -
service design thesis on SDS
by Sarah Drummond

Careers SDS SDS .
Scotland MyCoach Internal CPD: GSA service
Nov-Dec Mar-May Comms i design training to

2008 2009 Feb-Mar _' SDS staff, 2010.
2010 ‘

SDS staff SDS staff SDS staff "

adowing hadowing hadowing

project project project A

™ MyLearningSpace development ™"
elements of which can be seen in My World of Work

SCHOOL:

OF DEeSIGN
THE GELASGOW
SCHOOL:2 ARE

S Bailey : ServDes : Espoo : 9 Feb 2012



. ... and over multiple relationships
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SDS: built-in ‘design readiness’ at the outset
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e co-create solutions with them, for them
e design solutions around their actual demand

e ask why they demand our services, and focus
on the outcome required
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Parallels in innovation
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Suilding design capabillity

Bullding capability - NHS Institute for Innovation and Improvement
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By Joe Heapy and Julie McManus

10 Lessons from the

Propagation of Design Practice
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Co-founder and director,
Engine Service Design.

With roots in industrial pi
design, Joe is an engaging
advocate of the social val
design in improving peopl
lives. Joe has worked with
many of Engine's clients
across sectors to improve
business performance and the
experiences of service users.

Julie McManus,

Knowledge manager,

Engine Service Design.

As knowledge manager at
Engine, Julie ensures that
nothing we learn gets lost.
From collating our best work to
gaining new insights from each
project, Julie keeps everyone
up to date, sharing and
transferring what we know to
everyone in the company.

Engine Service Design

The subject for design has extended beyond the service product,

to the people, processes, purpose and culture of organisations.

‘We believe that there are two key areas
that must be addressed to support
organisational change: modelling and
making tangible new ways of working
and the development of a ‘design
platform’ - a core structure and its
components that support teams in
working in new ways. The objective is
always to allow people to learn through
doing and to create the conditions that
will allow new tools and ways of working
to be propagated beyond a single team.

These two areas must be developed in
tandem, so that new practices can be
freely modelled and adapted as needs
arise. We have put together some key
lessons on the implementation of design-
led practices within an organisation:

68  TOUCHPOINT | THE JOURNAL OF SERVICE DESIGN

1. New Practices are Linked to a Clear
Service Vision

A service vision has to be supported from
the top and be relevant at every level.
This means the vision is aspirational but
clearly actionable for those looking to
implement it. The actionable elements
of the vision should describe how the
organisation behaves and, importantly,
the role that it should adopt in the lives
of customers. The process of creating a
vision is critical: it needs high levels of
collaboration and a structure that allows
it to evolve over time.

2. The Reasons for Adoption of New
Practices are Advocated from the Top
When reasons to adopt new ways of
working are advocated from the top and
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IN-house service design & innovation teams

NHS Institute Design team

Key Processes

The NHS Institute Design team is small and responsive; it seeks to provide high impact, innovative
solutions for the NHS that are both robust and rapidly developed. The use of an evidence based
development process that enables innovation and creativity whilst maintaining effective governance
and decision making, is key to the creation of these solutions (Diagram 1).

111

Skills
Development
Scotland

Diagram 1- An illustration of the NHS Institute Design work process.
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Develop a common vocabulary and language
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Use of external consultants can
facilitate delivery and communication of .
current thinking
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Disseminate design thinking & processes
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Facllitate dissemination and emlbedding

In-house design team use workshops
and working alongside colleagues to
disseminate design methods & practices

A
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Disseminating design, delivering value
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Management have to be on-board
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Fallure or iteration

lteration - an important element of the design process

-

Change culture from one of risk averse and
where failure is punished to one of iteration.
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Recognising embedding process

Adopt, adapt and re-interpret
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—volving the service design process DNA

Just as DNA propagates, so to
must embedding design practice
evolve and mutate to remain
current and effective
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Building capacity: more than ‘design readiness’
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Building capacity: more than ‘design readiness

Recognise rest of
organisation not
developing design
capability

Design Capacity

in-house design team

rest of organisation
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Building capacity: more than ‘design readiness

Recognise rest of
organisation not
developing design
capability

Design Capacity

in-house design team

rest of organisation

Disseminate design
process & methods
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Building capacity: more than ‘design readiness

Recognise rest of
organisation not - .
developing design Orgamsanonlbunds
capability design capability ar?d
converges towards Iin-
house design team

Design Capacity

in-house design team

rest of organisation

®... ..

Disseminate design
process & methods
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Creates tension between strategic and doing
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Creates tension between strategic and doing

Strategic level where
directorate prefer service
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Creates tension between strategic and doing

Strategic level where
directorate prefer service

Strategic
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Creates tension between strategic and doing

Strategic level where
directorate prefer service

Strategic
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strategies

Respond to deliver
business value &
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projects
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Creates tension between strategic and doing

Strategic level where
directorate prefer service
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Creates tension between strategic and doing

Strategic level where
directorate prefer service
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Salance relationship of service design team

Skills Development

SCO t/aﬂd _—

not so close that lose identity
e close enough to be objective & effective

e not so far away that consider external to
core business
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Build design capability over time
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Build design capability over time
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Build design capability over time

Design Capacity

in-house design team

rest of organisation
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—mbedding, in short . . .

e Instil ‘design readiness’ from the top and as early as possible.
e Create a common design vocabulary & language, and use it.

e Disseminate design thinking & processes.

e Get management on-board and keep them there.

¢ Re-interpret and develop tools and methods.

¢ | earn what’s working and what’s not while still delivering value.

¢ Reflect, re-phrase and do it all again.
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And remember . . .
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Thank You
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