PROC BY VSICHNI LIDE

MELI PREMYSLET JAKO DESIGNERI?



NemtuiZeme vytesit problémy

stejnym zptisobem mysleni,

diky kterému jsme je vytvorili.

A. Einstein



Designové mysSleni je feSeni problémii

tvofiuym zpuisobem



Jak mysli designér?




DESIGN THINKING

Tvorivé — zabavné — inspirativni — motivujici
objevovani inovativnich reseni
stanoveného problému.




@B} DESIGN THINKING?

Upfimné pochopeni
pozadavku a potreb lidi,
kterym ma navrhované
reseni slouzit



@B} DESIGN THINKING?

I ~ Prosté vic hlav vic vi...

a vic toho objevi. DulezZity
je mezioborovy charakter
spoluprace

a komunikace



@B} DESIGN THINKING?

Presvédceni, Ze muzeme
néco zmenit.

Je jedno, jak velky
problém reSime, jak malo
mame ¢asu nebo

jak nizky mame rozpocet.



@B} DESIGN THINKING?

Experimentovani

,Kazdy krok vedle je krok

I“

dopredu!” aneb
y2learning by doing”.
Svoleni délat chyby a ucdit

se Z nich.



Jak mysli designér?
®
Kreslete a vizualizujte,

davejte myslenkam

a napadum obrazovy
charakter. Zobrazujte
vztahy a souvislosti.
Je to rychlé a presné.
VétsSinu podnétu
vnimame vizualné.




Jablko
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Jak mysli designér?

Registr napadu

Zaznamenavejte vse, co
vas napadne. Ihned.
Sbirejte vSe, co vas
zaujme. Sbirejte informa-
ce, fakta, ¢isla, data,
zajimavostl...

Objevujte mezi nimi
souvislosti.









Jak mysli designér?

®

Hrajte si.

Hrat s1 je pfirozené
a zadané. Zamerte se na
objevovani. Rozlisujte
yhledani“ a ,objevovani®.
Povazujte nahodu jako
strategicky nastroj,
nebrante se ji, naopak
j1 vyhledavejte.










Jak mysli designér?

Kreativné-racionalni

Objevit novou
souvislost umoznuje
souhra dvou véci:

a) informace

b) uvolnéna mysl
Naucte se v designér-
ském procesu spravne
kombinovat kreativni

a raclonalni pristupy



Jak mysli designér?

,Du muss alles sehen!®
Vytvarejte prototypy,
makety a variantni feSeni.
Cim vice, tim lépe.
Nejcennéjsi poznatky
ziskavame porovnavanim
moznych varlant.










outrea

O bltTeaCh prispéveék k feSeni problému ¢eského akademického prostredi

koncept praxi Life-netdesigning

L garant
garance

mentor / koud mentor / kouc
byznys sféra
graficky design soft skills

vstupni podminky
metodologie prace

T l T l a spoluprace
q

ﬁ . - p k

inovovany kurz praxe
: : . firma (klient)

#

ﬁ .

q

benefity /motivace benefity /motivace

pravni sluzby, aj. software, licence, aj.
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DOKUMENTY SYSTEMU / KONCEPT 8.2.2013

Principy systému

° Life-netdesigning

| Elektronicka rozhrani

| Open source [ Wiki / Creative commons  celé modulérni a umozfiujici dalsi ZOOM ke specializacim v pripadé, 7 o to bude mit nas klient zajem

~ADMIN SEKCE"

~ROZHRANI"
Student / Absolvent Studenti Student / Absolvent
kdokoliv vybrani ve VR
TEORIE »SITO" PRIPRAVA NA PRAXI / PRAXE
otevieny cyklus prednasek VR Design camp

a workshopt - zdroj pFijmu
(dosud 5P vzdélavaci modul)

)

Autorské pravo

Prihlaska do VR (souhlas s podminkami

parametry vyberu typu projektu

Ochranné zndmky

Design management

Branding |

Projektové Fizent

Design thinking

v

| | Prescoring” a jeho podminky

Time management |

Teamworking

?

| Pracovni sesit |

| Light verze metodiky |

v

Upgrade modul dalsi specializace

| Protokol o VR

| Strategcky a operativni DM |

Vystup ze systému a) absolventi workshopd, b) ti, ktefi neprosli sitem

Upgrade modul dalsi specializace

| Design thinkink

Upgrade modul dal3i specializace
| nebo odkazy na dal3i kurzy a 3koleni

pro dalsi specializace, pf. projektové
Fizeni
nadoborové dovednosti, které skoli jini
ajsou v tom dobii (PwC univerzita,
Splegnost pro projektové fizeni
mouhou to byt také nasi mentofi (FR)
| v3e se dé propojit

viz princup ZOOM v interdisciplinarnim
ramci

Upgrade modul dalsi specializace

|?m

intenzivni koleni a provedeni metodoligif systému
Metodika pro studenty (Orbis pictus studenti)

| Workbook (pracovni sesit, $anon, procesni

mapa) —I

| Privodce vedenim zakézky (viz IDEO)

Objednévka (“balicek sluzeb) |

Brief

Nabidka (proposal)

Licenéni smlouva (ve. garanta) |

Pfedavaci protokol

Vizualni audit

Cenik

Metodika musi byt volné pristupna
studentm. Ugitelé jim ji maji
zpFistupnit - musf jim ji predat a
studenti podle toho mohou, ale
nemusf jet (podminka projektu,
sleduji se monitorovaci indikatory)
X

v nasem systému je to povinné, to co
klientdm a mentortim garantuje
,bezpetnost” a procesni pristup

vyplnény a signovany dotaznik

(tfi ateliéry FUD UJEP, 25M / 202)

Projekt (harmonogram, milniky , gantt)

Design management operativni (viz PARK)

Prezenta¢ni nastroje a pomucky

Implementace, implementa¢ni plan

Eticky kodex

Subdodévky (smlouvy, fizeni vztah s dodavateli) |

| Subdodavky (odkazy, sit specialistd) - pa

rtnefi systému? viz IR |

Holywoodsky model

l Variantni soubory doukumenti dle typu projektd

Logo a JVS

Web a aplikace

Signage (orientatni's

ystémy) |

Knihy, publikace, vyro¢ni zpravy |

| 2.

STUDENT
Podminky Gcasti

finance jdou pies poskytovatele sluzby, marze zdroj pijma

| | Fiangnf vydctovani vidi garantovi

Pfihlagka (souhlas s podminkami) |

| Zpétna vazba (dotaznik) |

Cetifikat (o absolvovani) Zévéretna zprava

KLIENT
| Podminky Gcasti

finance jdou pfes poskytovatele sluzby, marZe zdroj prijma

|| Fakturace (G¢etni dokumentace)

Pihla3ka (souhlas s podminkami) parametry | | Smlouva o daru autora (klientovi)
vyberu studenta, typ projektu (podhodnocené projekty)

Smlouva o dilo s licengnim
ujednanim (V. garanta - viz Néco se stane)

Stipendijni sluzba
(zatim nevime co....27?)

Zpétné vazba (dotaznik) | Orbis pictus pro podnikatele |

Hodnotici posudek studenta

MENTOR (A-DESIGN / B-SOFT SKILLS)
| Podminky partnerstvi v systému (mentoringovém programu) |

Smlouva o partnerstvi v systému (souhlas s podminkami)

Smlouva o daru / reklamé (CSR)

Hodnotici posudek studenta |

Zpétna vazba (dotaznik)

|| Smlouva o dobrovolnictvi / firemni (CSR) |

PARTNERI (SPONZORI) - FR / SUBDODAVATELE

Podminky vyuZiti software |

Smlouva o daru / reklamé

(omezené na systém praxi ¢asové?)

Creative commons licence

P¥.: PwC / Easy Software / Direct People / PARK / Grow / Adobe / pismolijny...

SKOLY

RIV/RUV
(zatim nevime co....72?)

zjistit v3e, jaké Earky si z toho mohou vzit




Co naopak kreativitu nici?

e Stres, prace pod c¢asovym tlakem

e Strach /zesmésnéni, odsouzeni/

e Konkurence, soutézeni jednotlivych oddéleni
/chybi diivéra sdilet svoje napady/



http://www.ideasforideas.com/






Metodika design thinking:

http://designthinkingforeducators.com/






Inspiratori v design thinking:

http://www.ideo.com/






Hra:

http://www.gogamestorm.com/









Jak vypada
de5|gnovy
proces?

Definice

Zamérte se na spravny problém.
Jen tak budete moci nabidnout
spravné reseni.

o
Patle
Chcete smyslupIné inovace?

Musite znat své zakazniky
a zajimat se o jejich Zivot.

NETETe

Nejde o to, prult s jednim
skvelym napadem,

vvvvv

§kalu moznosti.

Prototy

Tvorte je a premysejte
o nich. Testujte je
a ucte se z nich.

Testovani

Jen diky testovani
poznate, jdete-li
spravnou cestou.



HCD

POCHOPENETBHU o
POCHOPENI ZAKAZNIKU



HUMAN CENTERED DESIGN

e empaticky pristup
e zajem o skutecné potreby lidi




MEZIOBOROVOST


















SEGMENT TRHU




DEFINUJEME UZIVATELE

PERSONY

a/ jak vypada reditel Skoly, ktery
podporuje inkluzivni vzdelavani?

b/ jak vypada reditel skoly, kterého
inkluzivni vzdélavani nezajima?




PERSONA

| BOHUSLAV BORECKY

53let
feditel ZS (8 let ve funkci]
Zlutice

VZDELANI: VS + specializaéni - management

ZALIBY: myslivost

ZIVOTNI HODNOTY: status feditele ve $kole i v komunité

€0 NOSI: klasicksé, spise formalni obleéeni

¢iM JEZD: 8koda Octavia

0BLIBENE FILMY: Slavnosti snézenek, Okresni pfebor

€0 Ji: Geska klasika - ¥izek, kanéi se $ipkovou

€O POSLOUCHA / CTE: Citron, Ota Pavel, odborna literatura - myslivost, vale¢na
literatura 2. sv. valka

VZTAH K PENEZOM: Spige et¥ivy, pokud investuje, tak do provéfené jistoty, jeho
funkce je motivovana také slusnym platem

JAKE OVLADA JAZYKY: NJ, RJ z mladi

OSTATNi CHARAKTERISTIKY / ATRIBUTY:...

Osobni:
alfasamec / patriarcha / materialista / prospéchat / tradicionalista / 3 déti, man-
Zelka, dm, 2 psy (ohat, vI¢ak)

Ve Skole:

tradiéni pristup / zadné zmény / loajalita zaméstnanci (v lokalité vyznamny za-
méstnavatel, vysoka nezaméstnanost - posiluje jeho pozici) / nastroje pro ,pte-
tvafeni zaki“ = ,jemna masaz*“ / vnitini kasty (déleni zaki do spec. t¥id) / vztah
k funkci: status, pracovni jistota, slusny plat

PROTEBE idea

PROTEBE live / Hajek 27 / 363 01 Ostrov / CZ / + 420 774 232 047 / proftebe.cz / www.pro.tebe.cz




PERSONA

MARKETA PSENICKOVA

4slet
feditelka ZS (5 let ve funkci)
Sokolov

VZDELANI: Ped. Fak. CJ/DE (+FS)

ZALIBY: uméni, divadlo, hudba, p¥iroda

ZIVOTNi HODNOTY: rodina (2 déti), pes labrador

€0 NOSI: lezérni, barevné

€iM JEZDI: auto kombi / p&sky

OBLIBENE FILMY: dokumenty, CT Art

€0 Ji: Geska klasika - trochu zdravéjsi, salaty

€0 POSLOUCHA / €TE: historické romany, detektivky,

VZTAH K PENEZOM: stiedni p¥ijem, nejsou pro ni zasadni hodnota

JAKE OVLADA JAZYKY: Aj, Nj - , turisticky*

OSTATNi CHARAKTERISTIKY / ATRIBUTY:...

Osobni:
Lezérni / neformalni / ptirozena / autenticka / matetska / pecujici / laskava /
disledna / naro¢na a ma rada potradek

Ve Skole:

usiluje o rozvoj / hled informace a podnéty / vyuZiva rozvojové programy MSMT
(ale ne EU fondy) / usiluje o funkéni tym / nestrpi nedochvilnost a nedostatky
v administrativé / hleda vizi a smér / je oteviena / vniténi nejistota / vi, ze v bu-
doucnu se nevyhne feseni otazky inkluze - nevi, co ji to pfinese a v ¢em ohrozi =
tenky led, protoZe je to pro ni nové téma, na které nenf pfipravena

PROTEBE idea

PROTEBE live / Hajek 27 / 363 01 Ostrov / CZ / + 420 774 232 047 / proftebe.cz / www.pro.tebe.cz




VHLED /zjisténé potreby/

Bohuslav POTREBUJE §

stanovte prioritu
1-4
POTREBA

Odstup a kontrolu ve vztazich
s minimem investovanych emoci.

POTREBA

Budit respekt a plsobit jako autorita uvnitf Skoly
i navenek a zachovat si pfitom
image ,patriota kopajiciho za Skolu”.

POTREBA

Racionalni, pragmaticky a ucelovy pfistup.

POTREBA

Efektivni Fizeni s viditelnymi vysledky.




VHLED /zjisténé potreby/

IM otazky pro Bohuslava

stanovte prioritu
1-4
JAK MOZEME... ?

Jak mizeme Bohuslavovi pomoci zajistit bezpecné

prostfedi pro jeho praci, bez emoci a neohrozujici
vztahy?

JAK MOZEME... ?

Jak mlzeme podpofit Bohuslavovu autoritu Séfa
s ,lidskou tvari“?

JAK MOZEME... ?

Bohuslavovi fakta o inkluzi a jejich dopadu

na prakticky chod a rozvoj jeho Skoly, za kterou nese
(ale i skutecné citi) odpovédnost?

JAK MOZEME... ?

Jak mGzZeme podpofit Bohuslava ve snaze ukotvit
a z dlouhodobého hlediska stabilizovat jeho zplsob

fizeni Skoly a zhmotnit vysledky jeho prace, kterymi
se mUze prezentovat?




Markéta POTREBUJE

POTREBA

stanovte prioritu
1-4

Podporu rodiny a pohodu doma

POTREBA

~Pohodu ve Skole” - motivovany, spolupracujici tym,
ktery podporuje jeji napady.

POTREBA

Najit néco unikatniho a netradicniho,
co Skolu odliSuje a propaguje

POTREBA

Mit dostatek ZakU na 2. stupni.




VHLED /zjisténé potreby/
JM otazky pro Markétul

stanovte prioritu
1-4
JAK MOZEME... ?
Jak mlzeme Markété pomoci nechat co nejvice prace
za zavienymi dvéfmi kancelafe bez pocitu viny a jak
mUZeme dokéazat jeji rodiné vyznam jejiho praovniho nasa-
zeni, diky €emuz ji bude rodina chapat a podporovat?

JAK MOZEME... ?

Jak mGZeme Markété pomoci s motivaci pfi fizeni
a vedeni tymu, ze kterého si preje ,vyzdimat”
maximum pozitivnich napadl a energie?

JAK MOZEME... ?

a podnétl z nasi strany pomoci najit néco unikatniho
a originalniho, co jeji Skolu popularizuje a vytvofi
téma pro pozitivni a frekventovanou publicitu?

JAK MOZEME... ?

Jak mGzeme Markété pomoci podpofit zajem déti
a rodicl o jeji Skolu?




Camp ,,Otviradk" - otevirame skolu

VIZUALIZACE POPIS SLUZBY (PRODUKTU)

persona: ukaz, pro koho je vizualizuj ndpad beze slov - vyuzij kresbu, skicy, schémata, grafy, mapy, kolaz popis napad struéné pomoci nékolika slov: co to je, jak to funglje, kde se s tim setkdm, v éem je
tento ndpad to uZziteéné

Zazitkovy ,,wood camp* pro teditele Skol. (Moznost pojmout jako ,.extreme*). Nekolikadenni intenzivni kurz spojeny se za-
bavou a networkingem. Reditelé odjizdgji na ngjaké misto v piirodé, nebo je akce spojena s ,,tour* v terénu, na které se setka-

vaji s piiklady dobré nebo $patné praxe, o kterych pak v ramci akce maji moznost diskutovat. Reditelé jsou namixovéni. Ti z
sp&snych inkluzivnich Skol prezentuji priklady dobré praxe a setkévaji se (jsou konfrontovani) s témi, ktefi se nebrani zme-
nam, ale potiebuji pomoc pii jejich zavadeéni i s témi, které inkluze nezajima a nechce je fesit. Reditelé nejedou na kemp fesit
primarné téma inkuze, toto téma podavano po davkach a ne natlakové. Pravodce: lahev piva a otviraky (=zabava)
Piedpokladané obdobi realizace je fijen / listopad s ohledem na schéma $kolniho roku. Dal$i mozné obdobi je 2. polovina
brezna. Jsou zvani osobné a cilen¢ zastupci poradatele (individuélni VIP piistup). UZitek spociva v zabavném pojeti s pritom-
nosti humoru, ma to byt také relax - nejlepsi napady a otevirani se novym vécem umoznuje pocit uvolnéni a dobré nalady.

ZKUSENOST Markety / Bohuslava,_
- popi$ zkuSenost/zéZitek persony s timto ndpadem (jak a kde persona bude tento ndpad pouZzivat
y a pro¢ se ji bude libit, jaké nové moZnosti ji nabidne?)
‘S
7 v

¢ VYZNAM PRO SKOLU:

f - jaky vyznam ma4 tento napad pro kolu (jak napliiuje jeji cile a poslani, jak vyjadfuje jeji hodnoty
a filosofii)

Bohuslav g

VYZNAM PRO OSF / NABIZEJiCI ORGANIZACI:

- jaky vyznam m4 tento napad pro organizaci poskytujici tuto sluzbu (jak napliiuje jeji cile a poslani,
jak vyjadifuje jeji hodnoty a filosofii)

VYZNAM PRO KONCEPCI IVKK:

- jak tento ndpad pomdhd naplriovat cile Krajského pldnu rozvoje inkluzivniho vzdélavani

KRITERIA PRO VYBER: pro 2013-2016 v Karlovarském kraji

mira inovace: pocet bodi

napliiuje to potfebu .................
napliiuje to hodnoty,

o které nam jde?

pomdhd to néjak ........cccceennn
splituje to cile koncepce
inkluzivniho vzdélavani v KK




Skola hrou! J.A.K. by to bavilo,

pripojte se take!

persona: ukaZ, pro koho je
tento napad

VIZUALIZACE

vizualizuj napad beze slov - vyuZij kresbu, skicy, schémata, grafy, mapy, kolaz

Bohuslav

KRITERIA PRO VYBER:

napliluje to potfebu ................
napliiuje to hodnoty,

o které nam jde?

pomdhd to néjak ........cccceennn
splituje to cile koncepce
inkluzivniho vzdélavani v KK

Urojans Deceived.,

mira inovace: pocet bodi

POPIS SLUZBY (PRODUKTU)

popis napad stru¢né pomoci nékolika slov: co to je, jak to funguje, kde se s tim setkdm, v ¢em je
to uzite¢né

Sluzba je adresovana zakam a ¢astecné uciteliim. Ikluzivni témata jsou s nimi realizovana formou hry a zabavnych worksho-

pt, vedenych externimi lektory. Téma inkluze a jeji prakticka realizace se do $koly dostava prostiednictvim této sluzby. Diky
jejim vysledkam se o tématu a inkluzivnim pristupu dozvida postupné také feditel a je také ovliviiovano klima ve $kole k vét-
§i otevienosti viici inkluzi. Sluzba neni piimo prezentovana jako inkluzivni, ale je realizovana inkluzivnimi metodami. Téma-
ta mohou byt rizna (vytvareni, navrhovani, design thinking, zaklady podnikani, apod.). Reditel ma v prvni fazi pouze umoz-

nit realizaci.

7ZKUSENOST Markéty / Bohuslava
- popi$ zkuSenost/zéZitek persony s timto ndpadem (jak a kde persona bude tento ndpad pouZzivat
a pro¢ se ji bude libit, jaké nové moZnosti ji nabidne?)

VYZNAM PRO SKOLU:

- jaky vyznam ma4 tento napad pro kolu (jak napliiuje jeji cile a poslani, jak vyjadfuje jeji hodnoty
a filosofii)

VY,ZNAM PRO OSF / NABIZEJICI ORGANIZACI:

- jaky vyznam m4 tento napad pro organizaci poskytujici tuto sluzbu (jak napliiuje jeji cile a poslani,
jak vyjadifuje jeji hodnoty a filosofii)

Koncepce sluzby viak zahrnuje néstroje jak téma postpnymi kroky rozvinout po celé $kole veetné vedenf (inspirativni princi-
py - trojsky ki, pocitacovy virus, viralni marketing, nakazlivost)

VYZNAM PRO KONCEPCI IVKK:

- jak tento ndpad pomdhd naplriovat cile Krajského pldnu rozvoje inkluzivniho vzdélavani
pro 2013-2016 v Karlovarském kraji
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PERSONA NAME Low ATTRIBUTE #1 Hign

Short description of this persona v

Descriptive text that explains a little bit about who the persona is. Frarely ATTRIBUTE #2 Altaye

This will provide background context for the information below and v

help your audience develop empathy for the persona. T e o
PHASE 1 (Describe in customers’ language) PHASE 2 PHASE 3

« Customer needs
- Customer expeclations

« Customer needs
» Customer expectations

« Customer needs
« Customer expeclations

NEEDS &
EXPECTATIONS

mam Step title

. Step description, which can be a
"W it longer. What is happening at
this point in the journey? Be sure
to use customers'’ language.
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Step title
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Step title

Y

+ “Custorner quotes™ + “Custorner quoles”

u * “Customer quotes”

35 - C-SAT, NPS - C-SAT, NPS - C-SAT, NPS

g s + Social Media Sentiment + Social Media Sentiment » Social Media Sentiment
:-a « Metrics / KPls + Metrics / KPIs « Metrics f KPIs

YOUR LOGO

CESTA SLUZBOU

Importance to Customer

Typical Journey

“A quote for persona that
demonstrates emotion and/or job
to be done. Make sure it sounds
like something a real customer
would actually say.”

Alternate Joumey

PHASE 4

« Customer needs
= Customer expectations

If desired, use callouts to
connect lext boxes to dots

If desired, use callouts to
connect text boxes to dots

&) &

If desired, use callouts lo
connect text boxes to dots

« “Customer quotes”

= C-8AT, NPS

+ Social Media Sentiment
* Metrics f KPIs
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DOING THINKING FEELING

TOUCHPOINT

TIINA’S CUSTOMER JOURNEY

+ POSITIVE VIBES

CESTA SLUZBOU

- NEGATIVE VIBES

IN AWE

“| want o be able to do
that!”

Seeing an inspiring article,
blog post, piciure or hearing
from a friend about pole
dancing.

FOCUSED, EXCITED,
ANXIOUS

“Where can | learn this2”

“Am | fit/flexible/brave
enough fo attend a class?”

Searching for more info
about the hobby. Searching
for a place to iry out pole
dancing.

WOM
o GOOGLE o

SOCIAL MEDIA

INSPIRATION

ANXIOUS

“What should | bring and
wear?”

“What class should | start
withg"

Booking a first fryout class

through the booking system.

Reading the FAQ for first
fimers.

cosnc I 1§

BOOKING A
TRYOUT

ANXIOUS, EXPECTANT

“How does everything work
here2”

“Am | fit/flexible /brave
enough?”

Arriving at the studio for
the first time. Paying and
changing clothes.

RECEPTION
CHANGING ROOM

FOCUSED, FRUSTRATED,

HAVING FUN EXHAUSTED, PROUD

“How long will it take me to
reach level x8"

“Is that safe?”
“Can | do thaR”
“Quch”
NWow”

“| ean't believe | just did that”

“This was more painful than |
imagined”

Reflecting on how she/he

did and on the experience.

Perhaps even planning for
the next time.

Attending the class.

CHANGING ROOM

THOUGHTFUL

“Should | go again?”

If I go, what are my

oplions?
w
v
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]
o
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Making a decision about 5
booking the next course/
workshop/class. .
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PHYSICAL
EVIDENCE

o

SERVICE BLUEPRINT

i
Get a code from the
kiosk when you have
paid for a bike

: Get pricing and location
! info of the webpage H

Get bike after entering
code

Confirmation that bike

has be retumed

S T

USER ACTION

FRONT STAGE

swnennnresst LINE OF VISIBILITY sesvere

BACK STAGE

tenennn INTERMAL INTERACTION 100

@
il

[ ]
Retern bike to the same
kiosk or a kiosk at new
location

Ride bike your
intended location

Lock at the bike share Selecta bike and take

webpage for pricing info.

Rent a bike form the

Go to bike share it out using code kiosk

bike share kiosk provided

Have online presents
i.e webpage and social
media

Inform customers of
consequences if bike
is mot returned

Available bikes

Have good locations
forbike share

Confirmation of
bikes return

Bikes arein
working order

at location

Store credit card info just
incase bikeisnot

returned inthe right time
frame

Make sure ﬁébilléa'le
“evenly distributed

Keeping webpage and
social media up to date

Securing good locations
with city council

Delete info so credit card

R@huﬁrl"rn:.ﬁec:kalﬂ'ﬁi ] ]
) is no longer charged

bikes

Geamsseatin
insures the even

 distribution of bikes

Have a plan in place for Store crec
the maintains of the bikes RiEstus

Empk:ymmpan)r&) 3
arlldaiks the bike is no.

update and maintain
online content.

Lincase
returned

MELRCURNE®

SERVICE BLUEPRINT
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Make it Work
livelwork
Sunderland City Council

Sunderland, UK
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Designers looked at existing support for workless people
and found that, while there was a great deal available,

it was disconnected and difficult to access. They made it
easy for services to communicate and service users to get
the help they needed — with impressive results.

Six million people in the UK live in
households where no one works, costing
taxpayers an estimated £13 billion (€16
billion) a year in benefits. The long-term
unemployed face barriers to getting back to
work that tend to increase exponentially the
longer they are out of work. These include
health and social problems, lack of skills
and drug and alcohol dependency.

In the City of Sunderland, 26% of working-
age people were economically inactive,

with almost four times as many people
claiming Incapacity Benefit (benefits for ill
and disabled) as the ordinary Job Seekers
Allowance. There was no active attempt

to get Incapacity Benefit claimants back

into work. Council budgets were being
significantly stretched both by benefit payouts
and by solutions that had little to no impact.

One NorthEast, the Regional Development
Agency for the North East of England, asked
service design agency live|work to run a
pilot scheme with Sunderland City Council
to explore how the long-term unemployed
interact with employment services and
develop innovative ways to reach and
support individuals into work.

Designers from live|work and public sector
managers set out to help “hard-to-reach”
people (those not attending job centres),
including those on Incapacity Benefit,
overcome the barriers to employment.

Over a three-month project, the design

team talked to and shadowed 12 long-term
unemployed people to build up a picture of
their needs and experiences. They also talked
to service staff, discovering the extensive

but sometimes confusing array of support
services available.

Creating a map of service users’ progress
from unemployment to work showed that,
while their journeys were similar, their needs
were diverse. Relevant support existed for
participants, but they all had a problem
accessing and combining the right services
for them. They needed personal support
(e.g. from voluntary sector organisations
such as addiction support groups) but

also access to opportunities controlled

by government agencies (training such as
could be got through the job centre). A more
coordinated approach was needed in which
all the potentially relevant organisations
worked together in coalition.

To develop this concept the team asked

250 representatives of public and voluntary
sectors organisations to make a proposal for
how they could contribute to the coalition.
The only requirements were that they
collaborate and share data.

Find out more
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Government
Digital Service

In most respects, the UK government’s redesign of its
digital services is a service design project — albeit a
particularly large, complex and impressive one. However,
as a best-practice example of government providing
services to citizens, it has the potential to spread design
knowhow far and wide throughout government.

What was the problem/challenge?

UK online government support services —
Directgov and Business Link, plus hundreds
of other agency and department websites
—had become sprawling, inefficient and
often irrelevant. Since they were set up in
2004, the nature and potential of internet
usage had changed drastically. Most people
now have access to the internet and think of
it as the first place to look for information
and services. In parallel, technological
capabilities for harnessing complex data sets
have grown, meaning that user needs can be
better understood to create more responsive
digital experiences.

As a further incentive to change, the
economic downturn is driving government

to think about smarter solutions to problems
both old and emerging. Now more than ever,
public services need to increase efficiency and
convenience and be cheaper to run.

Internet entrepreneur Martha Lane Fox’s
2010 report, Revolution not Evolution,
advocated for a new era of government
services that would be “digital by default”.”
Lane Fox’s recommendations imply

high quality design: digital media offers
governments a uniquely effective method of
engaging with citizens, but only if delivered
through well designed channels.

What did they do?

Minister for the Cabinet Office, Francis
Maude, led the change. In direct response

to Lane Fox’s report, he set up a new
Cabinet Office team, the Government
Digital Service (GDS) with a core purpose of
ensuring government offers digital products
and services at least equal to the digital
experience delivered by the giants of the web.
However, as the team of leading designers
and developers soon discovered, this was
not just a matter of duplicating best-practice
commercial work.

As Ben Terrett, GDS Head of Design, says, the
site was built with “a relentless focus on the
user.” The team found that users engaging
with government services want simplicity
and speed. “It’s about looking for the bones of
the needs,” says developer Frances Berrima,
“Users aren’t on gov.uk for fun or to be
impressed with our web design skills. They
need to get something done and they want to
get it done as quickly as possible.”

For instance, user research showed that
people were often looking for what the team
has come to refer to as the “Quick Answer”.
Most people visiting the VAT page, for
instance, would be looking for the standard
rate: 20%. The team therefore placed it front
and centre. The usability of pages is measured
with “bounce rates”. The more

Find out more
www.gov.uk
www.digital.cabinetoffice.gov.uk
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Title:
Government Digital Service

Run by:
Cabinet Office, UK Government

Location:
United Kingdom
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“Users aren't
on gov.uk for
funorto be
impressed

with our web
design skills.
They need to get
something done
and they want
to get it done

as quickly as
possible.”

- Frances Berrima,
developer for GDS

people who leave a Quick Answer page
without visiting another, the more the design
team know users have found what they were
looking for. The bank holiday page has a
bounce rate of nearly 90%. ¢

The new simplicity was also informed by
the principle of designing for extremes.

In working to provide a readability option
for dyslexic users, the team eventually
decided just to make the site simpler for
everyone. They were much helped in this
by consultation from Léonie Watson, chair
of the British Computer Association of the
Blind and a screen reader-user herself.

While asking themselves questions about
the cutting edge of digital services — “How
would Apple do car tax?” for example — the
design team also drew inspiration for their
stripped back look from the UK’s tradition of
great public sector design. Margaret Calvert,
famous for her work with Jock Kinneir on
UK road signage, was enlisted as an adviser.
Gov.uk uses a font, New Transport, based on
her road signage font, designed to be as clear
and readable as possible.

Underpinning all GDS’s work are their
ten design principles. In line with their
own tenth principle, these were issued
online and quickly went viral.

Start with needs

Do less

Design with data

Do the hard work to
make it simple

Ao b=

Iterate. Then iterate again.

Build for inclusion

Understand context

® N o o

Build digital services,
not websites

9. Be consistent, not uniform

10. Make things open: it makes things
better

You can read about these
in more detail at
www.gov.uk/designprinciples
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‘Just a few days
clear of its beta
mode, gov.uk
already looks

to have set the
bar high for
digital public
services across
the world.”

- Mark Sinclair,
Creative Review

What did they deliver?

Lane Fox’s report recommended having
just one domain as the first step in making
it simpler, clearer and faster to access
government information and services.
Gov.uk enacts this consolidation.

Information architecture has been completely
rationalised. In the past, for instance, to get

a complete picture of government policy on
Afghanistan, one had to look in no less than
nine different places. It is now all together at
one location.

GDS also has a digital engagement team
working to improve the way citizens
interact with government online as well as
introducing digital tools into day-to-day
government operations.

Sitting within gov.uk, a new site area
called Inside Government will replace
over 350 government departments and
agency websites.

In line with GDS’s ten design principles,

the new site looks much simpler than
DirectGov, while the back end and the user
understanding are much more sophisticated.
Unlike most other government websites
around the world, gov.uk has very few
images, using them only when necessary.

User understanding did not just inform

the design, it is on-going with the design
team continually accumulating data on user
behaviour to refine the experience.

Thessite’s lessons are likely to spread by
osmosis, in particular, to the numerous
agencies and departments now on Inside
Government — and this is very much the
intention, with all code for the site made
available open source.

What difference did it make?

Overall, gov.uk provides an object lesson
in how in-depth design engagement with
diverse user requirements, complex data
sets and state-of-the-art interaction can
create a simple, streamlined service machine
that brilliantly answers the needs of both
users and government. The site won the
2013 Design Museum Design of the Year
Award. UK Prime Minister David Cameron
commented that it enhanced “the modern
relationship between the public and
government.”

In March 2013, in the UK House of
Commons, Francis Maude said the
government was, “committed to ensuring
that as we reform the delivery of public
services, they are designed around the needs
of the user, rather than, as has been far too
often the case in the past, designed to suit
the convenience of the government.”

Meanwhile, as a best-practice example, the
site is a trailblazer for government service
innovation internationally. In the US,
answers.honolulu.gov and utah.gov already
show the influence. Tim Brown of IDEO has
said, “The UK is leading the way in using
design to create a singular digital service for
its citizens.” Open-source guru Tim O’Reilly
has declared the work the most important
piece of user interface guidance since the
original Mac principles from the 1980s.*

Thanks to Ben Terrett, GDS

Find out more
www.gov.uk
www.digital.cabinetoffice.gov.uk



Design
for policy

Strategic design in
government

We now come to step 3 of the Public Sector
Design Ladder: Design of policy.

Where design techniques are introduced to policymakers,

the response is enthusiastic. This is because these
techniques meet real needs:

1. User focus

Too often at policy level,
the first questions asked
are about cost savings and
not who an application,
service or policy is for. This
is a paradigmatic example
of a false economy.
Solutions that do not meet
real needs are wasted effort
and expenditure, no matter
how cheap. Moreover,
focusing on user needs
rarely increases costs and
often creates savings.

2. Visual thinking

and communication
Thinking around policies
tends to be done in words
and numbers, making it
difficult to communicate
them to stakeholders and
also rendering internal
communications around
them cumbersome. Design
mitigates this by showing
how ideas work simply and
quickly, facilitating quick
buy-in from and easier
collaboration among
diverse stakeholders.

3. Ajoined-up process
Asnoted by strategic
designer Bryan Boyer
policymaking is often shot
through with disconnects:
one group analyses,
another recommends,
another implements.
Recommendations may
be passed from hand to
hand with no definite
endpoint. Design-led
innovation, by contrast

is a joined-up, complete
innovation process.

4. Risk mitigation
through prototyping
Riskis a major
consideration for
policymakers and can be a

great inhibitor of new ideas.

Design overcomes risk
with prototyping. Distinct
from piloting, which tends
tobe done on alarge scale
(e.g. awhole town or area),
prototyping can be done at
tiny scale initially, working
up from, for instance,
acardboard house toa

real house to a streettoa
town. This assumes some
degree of initial failure, but
sees it as “smart failure”
from which learning can
be applied to the next
prototype, designing out
risk with each iteration.

5. Inter-departmental
working

Policymaking roles are
often clearly defined and
this tends to prevent
policymakers from working
across and beyond their
departments according to
need. Design disciplines
such as user journeys
quickly identify where
different departments need
to work together and visual
communication facilitates
this. To this we can add
that design’s capability

for multidisciplinary team
work is highly relevant to
policymaking, where such
amultitude of different
disciplines often informs
the process.

So the same principles that work in service design are
applicable here. In addition, policymaking is often not
quick enough to keep up with policy needs. Design
offers real potential for making it more agile.

Significant challenges remain for designers, however,
in understanding the challenges of the complex
policymaking landscape. This is not a simple matter of
transplanting service designers into a policy context.

It must also be admitted that relatively little practical
work has been done in this area, though what has has
born promising results. The problem is a vicious circle:
policymakers are reluctant to try new processes without
a strong evidence base and, without trying them, cannot
develop a strong evidence base.

We will look at some examples before further reflecting
on the challenges. Note that, while the examples are
mainly from central government, design thinking can
apply at either local or central government level.




Helsinki Design Lab was created by SITRA, The Finnish
Innovation Fund, in 2009 to advance strategic design
within government. The idea was that while strategic
design was an accepted discipline in business, it was
new territory in government and was going to entail
development of new ways of thinking and working.

Helsinki Design Lab was created by SITRA,
The Finnish Innovation Fund, in 2009 to
advance strategic design within government.
The idea was that while strategic design was
an accepted discipline in business, it was new
territory in government and was going to
entail development of new ways of thinking
and working.

Thelab’s rationale had three parts:

— Top-down government responses to
problems tend to be reactive, addressing
symptoms in isolation rather than
engaging with the often complex web
of factors that create a problem — what
thelab referred to as “the architecture
of the problem”.

Government can always find a supplier
when it knows what it needs, but has
fewer options sourcing support with
framing a problem.

What analysis is available to government,
e.g. from management consultants,
tends to be separate from execution.

This is inefficient.

All this is in line with fundamental service
design methodology. The aim now was to
apply this to government policy. Bryan Boyer,
Strategic Design Lead at SITRA, described
thelab’s purpose as being “designing
decision-making”.

“I don’t know that Finland needs a policy for
design so much as it needs policy by design.”
— Bryan Boyer, Strategic Design Lead, SITRA

The lab developed the Helsinki Design Lab
Studio Model — a structured engagement
between experts and designers aiming to
rapidly generate a “sketch” for a systemic
redesign. The lab completed three Studios,
one on dropouts from the education system,
one on sustainability and climate change and
one on the ageing population. Subject areas
were suggested by government ministries,
encouraged by the lab to give them problems
“they were fed-up of thinking about.”

For the studios, the lab put together
multidisciplinary teams small enough

to facilitate conversations, but with the
expertise to provide a rounded view. So, for
example, the Education Studio, which looked
at the problem of school dropouts, included
apolicymaker and practicing physician

from the Ministry of Health, a principal

from a top secondary school in Sri Lanka,

a developmental psychologist, a professor
from the Harvard School of Education and
an educational software specialist. There
were two designers and their main role was to
coordinate and synthesise the conversations
and engagements.

Find out more

Helsinki Design Lab
SITRA, the Finnish Innovation Fund

Finland

HH

The team members immersed themselves

in the challenge over the course of a week.
On day one they received a series of lectures
from experts. On day two they visited a
school and spoke to as many people there

as possible, including the principal, teachers,
pupils and caretaker. In the afternoon they
got to know the wider context, visiting places
like family counselling centres and sports
clubs. They spent the next two and a half
days developing proposals for improvement
and the last half day presenting these to a
jury of policymakers.

These intensive studios were experiments and
not necessarily intended to produce tangible
effects. The real result was in understanding
how to approach policymakers and get the
multidisciplinary teams working together.

In addition to these investigations, the lab
piloted a number of more complex and long-
term projects. Of particular relevance here
are Design Exchange Programme (DEP)
and Brickstarter.

Design Exchange was a placement
programme, embedding strategic designers
as full-time employees for a year in ministries
and municipalities. Again, the objective
was a shift towards a more citizen-centred
approach to policymaking. The first
placement put a strategic designer in the
town of Lahti’s urban planning department.
Her role was to engage citizens in the design
of the town’s train station. The point was

to get citizens to help write the brief,

not just give them a series of design
submissions to evaluate.

In a similar vein, but at a more systemic
level, Brickstarter is about improving the
often cumbersome interface between
citizens and government institutions.

The idea is that, with the aid of social media
and mobile apps, the potential exists to
smooth this process and facilitate genuinely
participative governance. The core of the
project is a prototype web service through
which citizens can work towards building
ideas into proposals and projects. Included
in this is crowd funding capability adapted
from services like Kickstarter.com,
potentially creating a new source of

project capital.

Thanks to Brian Boyer




Design thinking for
the civil service

Workshops for civil servants in design methodologies.

5

Title:
Design thinking for the civil service

Run by:
UK Design Council

Supported by:
Department of Business,
Innovation and Skills

Client:
UK Government

Location:
United Kingdom
N 12

2 K5

What was the problem/challenge?

There is increasing recognition in
government that policy needs to do things
differently. Objectives include better
understanding user needs, doing more

with less and breaking down silos. The UK
government’s Civil Service Reform Plan
calls for the Civil Service to be, “pacier, more
innovative, less hierarchical, focused on
outcomes, not process,” and policy that is
“linked to implementation,” leverages a “less
narrow range of views” and finds “new ways
of delivering services.”

Despite design thinking’s promise of
being able to meet these needs, barriers to
adoption include:

low awareness of the benefits of design
thinking methodologies and principles
among UK civil servants

the complexity and cost of tendering for
government contracts, which is prohibitive
for many small design companies

the limited scale and scope of design-led
policymaking so far, meaning there is
limited evidence for this kind of work

lack of networks between local
authorities and central government
departments for knowledge exchange on
successful interventions.

What did they do?

The Design Council has done extensive
work over the years to introduce design
methodologies to businesses and local
government. Through its Design Leadership
programme, it has begun to offer training in
these methodologies to civil servants from
across central government departments

and in the Policy Profession. The Policy
Profession is the community of professional
policymakers within the civil service, headed
by Chris Wormald Permanent Secretary

at the Department for Education. The
Profession’s priorities are:

ensuring everyone involved in
policymaking recognises that

what matters, ultimately, is change in
the real world

making better, more efficient,
innovative and joined-up policy
making and delivering policy in
better ways.

Find out more

www.designcouncil.org.uk/our-work/Insight/Policy/What-were-doing
www.civilservice.gov.uk/networks/policy-profession
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