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Background 
The UNESCO City of Design Academy was a one day Leadership workshop for 
Dundee City Council. The event was held in June 2016 at Discovery Quay, Dundee. 
Service Design agency Open Change introduced a range of Service Design methods 
to enable 70 leaders from across Dundee City Council to explore how the outcomes 
of citizens of Dundee, the UK’s only UNESCO City of Design could be improved by 
creative service redesign. The event built on pilot workshops run in 2015 for the 
Dundee UNESCO City of Design team. 

Approach 
A Service Design approach helps us understand people’s needs and generate and 
test ideas for new services.  

Service design uses methods from design, business and sociology to understand 
current experiences and design better future experiences. Service design is widely used 
by business and in the public sector to improve and design new services.  

Methods 
We introduced a range of design methods including design thinking, visualisation, 
personas, idea generation and customer journey mapping. Fast and inspiring talks 
on making change happen were given by: 

• Andy Robertson, founder of social enterprise, Hot Chocolate 

• Gillian Easson, Director of Creative Dundee 

• Rod Mountain, Ear, Nose and Throat Consultant and founder of Healthcare, Designed 
in Dundee (video)
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Eleven new service proposals were pitched from multi-disciplinary teams from 
across services. These ranged from a city centre drug and alcohol support centre 
to a new responsive social media strategy to create conversations with citizens.  

A number of these ideas will be selected to be further developed and tested with 
resources allocated, including service design support from Open Change. 

All the proposals are outlined and illustrated on the following pages. 

A further significant outcome is building a leadership community with the capacity 
to use service design methods. 

Perhaps the most important outcome, as evidenced in feedback from the session 
(pages 18-20), is the overwhelmingly positive mindset of the leadership group - 
from embracing the opportunities that a design-led approach offers, to a 
commitment to bring service users into the design and development of services.  

Tomorrow I will design the future 

Outcomes

“”
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In the one day workshop, we walked through the discover, define, develop and deliver framework. 
In practice the process is less linear than the model suggests - it is an iterative process, with the 
steps being revisited.  

It is important to develop multiple ideas before making a decision on which ideas to test with users - 
otherwise one idea is championed  - usually the one chosen by the most senior person or person 
with the loudest voice. Having lots of ideas allows some ideas to ‘fail’ - if there is only one idea - it 
will get pushed through, even when evidence suggests it will not work. Once a service is rolled out 
there should still be scope for refining in use, to incorporate ‘user hacks’ and iron out service kinks. 

Framework 
The Design Council’s Double Diamond framework of Discover, Define, Develop and 
Deliver underpins the design process with a range of service design methods 
introduced at appropriate stages.  

The diamonds represent the opening up divergent thinking processes to discover how things 
currently operate before using convergent thinking to define problems to be addressed. Thinking 
becomes divergent again when considering multiple solutions, before converging on solutions to be 
prototyped and tested. This staged process allows time for reflection and iteration - rather than 
scrambling towards a ‘solutioneering’ approach where surface issues are ‘solved’ but the underlying 
issues remain.  

DISCOVER DEFINE DEVELOP DELIVER

Seeing the world with 
fresh eyes

Understanding 
people’s behaviours 
and motivations

Innovation and 
creativity techniques, 
prototyping  

Refining and testing 

Intro. to design thinking Personas Fast Idea Generator Present new concepts

Service Safari Journey mapping
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RADICAL 
create 
mission focussed 
passion 
optimist 
energy generating 
attract 
possibilities 
together

TROUBLEMAKER 
complain 

me focussed 
anger 

pessimist 
energy sapping 

alienate 
problems 

alone

What is Design Thinking? 
There’s a shift under way in large organizations, one that puts design much closer to the 
centre of the enterprise. But the shift isn’t about aesthetics. It’s about applying the 
principles of design to the way people work. 

This new approach is in large part a response to the increasing complexity of modern 
technology and modern business. Sometimes the problem being tackled is itself multi-
faceted: Think about how much tougher it is to reinvent a health care delivery system than 
to design a shoe. And sometimes the business environment is so volatile that a company 
must experiment with multiple paths in order to survive. 

I could list a dozen other types of complexity that businesses grapple with every day. But 
here’s what they all have in common: People need help making sense of them. Specifically, 
people need their interactions with technologies and other complex systems to be simple, 
intuitive, and pleasurable. 

A set of principles collectively known as design thinking—empathy with users, a discipline 
of prototyping, and tolerance for failure chief among them—is the best tool we have for 
creating those kinds of interactions and developing a responsive, flexible organizational 
culture. 

Jon Kolko, Harvard Business Review, 2015 



A service safari lets you see the world with fresh eyes.  

The eleven teams spent time in Dundee city centre: observing, talking to people 
and gathering insights around their selected theme. 

Teams were provided with safari kits containing a Design Ethnography guide, 
pens and sticky notes and a series of questions to consider: 
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Service Safari 

WHY ARE SERVICES NEEDED? 
  WHO NEEDS THEM? 

WHAT DO THEY NEED ? 
WHERE COULD THEY ACCESS IT?

• What are the key themes and issues emerging? 
• What are the barriers and challenges? 
• What was the situation in the past? How has it changed? 
• What surprising insights are emerging? 
• How have your assumptions been challenged? 
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Visualisation 
We use visuals as one of our primary ways of understanding the world - we are 
naturally good at imagining the future using images.  

Visualising allows multiple perspectives to be input at the same time, giving a sense of 
ownership, enabling people to share stories and outcomes.

Based on a method developed by Ole Qvist-Sørensen - we had teams using visualisation 
techniques straight away.
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Team Forming 
Participants were asked in advance to put forward issues that they felt were 
key areas for attention. 

These were distilled into the  following themes: 

Supporting People into Employment 

Inclusion 

Attainment  

Drugs and Alcohol 

Poverty 

Health Inequalities 

Digital Council 

Eleven multidisciplinary teams formed around the themes using a ‘human bar chart’ 
resulting in three teams working on attainment, two on inclusion, two on supporting people 
into employment and one each on drugs and alcohol, digital council and poverty. 
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Personas are a series of fictitious, anonymous and believable characters created to 
represent different groups of people.  

Each persona is based on interviewing real people and bringing together their 
characteristics, experiences and needs to avoid a ‘one size fits all’ solution. 
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Customer Journey Maps show services/experiences visually from the clients’ point 
of view. They can be used to map current services and areas where opportunities 
exist for improvements or to plan future services. 

Journey maps can vary in detail and complexity. As a rule, the steps a person 
takes can be broken down simply into 5 key stages: 

AWARE     JOIN     USE     DEVELOP     LEAVE  

At each key stage, there are a range of steps and a variety of routes that a user 
can take.  

Thinking through each of these steps helps to build an engaging experience for the 
visitor. It also highlights where things are missing or not ‘joined up’. Customer journey 
maps can be expanded into Service Blueprints 

We combined journey mapping with creating a new service proposal - including 
identifying: 

• Why the service is needed 

• What it is 

• How it works  

• Who benefits
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Customer Journey Mapping
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Idea Generation 
There are many tools available to generate 
ideas, helping put aside the issues that 
constrain thinking - from brainstorming to Six 
Hats Thinking.  

In the workshop we used the NESTA Fast Idea 
Generator to challenge traditional thinking patterns. 

20
I want to generate new ideas 

THE APPROACH THE NORMAL RULE
BENDING, BREAKING & 
STRETCHING THE RULE

FAST IDEA GENERATOR

Inversion
Turn common practice  upside down Doctors treat patients What if patients became doctors?

 Integration

Extension

Schools provide learning opportunities to children and young people during the day 

There is a ‘one size fits all’ approach

Addition
Add a new element Supermarkets deliver groceries What if supermarkets delivered groceries and also provided hot meals to older people in their 

homes?

Subtraction
Take something away What if you had to close three prisons?

Translation
Translate a practice associated with 
another field 

What if airport management practices were applied to hospitals?

Grafting
Graft on an element of practice from 
another field

Teaching and coaching are separate practices. What if coaching were introduced as part of secondary school education?

Exaggeration
Push something to its most extreme 
expression

Schools support children and young people to learn,  but only within designated times and in a 
designated space 

What if students could access learning, anytime and anywhere they chose? 
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PROPOSALS

Theme New Service Outline

1 Attainment Communication 
with Parents

Adaptive use of technology to communicate 
with parents

2 Attainment Early Years Family 
Information Hubs

Targeting 0-3 year olds. Parent App + 
Community partnerships and dedicated family 
units in shopping centres

3 Attainment Surrogate Parents Helping support children and parents through 
early years

4 Poverty Funding Fun Cost of school day covered for everyone, all 
activities accessible regardless of income.

5 Health 
Inequalities

Health and 
Wellbeing 
Community

Massive engagement: Apps, pop-ups, guerilla 
gardening and fruit vans rolled out.

6 Inclusion Transport Angel Matching people needing transport with 
people with cars. Sharing people and places.

7 Inclusion Community Asset 
Transfer

Community led capacity building. Awareness 
and clear exit strategy.

8 Drugs and Alcohol City Centre 
Meeting Place

Friendly chats enabling information sharing on 
support. Third sector + volunteers + 
pharmacies

9 Supporting People into 
Employment

Early Intervention Create a service focussed on strengths that 
people want to join and leave sucessfully

10 Supporting People into 
Employment?

Training workshops Workshops for jobseekers through various 
channels including peer training

11 Digital Council Responsive Social 
Media

‘Day in the life of a bin man’. Internal and 
external communication + include charities
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I liked 

• I liked the format  
• The interactive nature of sessions  
• Time to think, collaborate and get new 

ideas  
• I liked the presentations  
• Knowledge of new tools  
• Meeting and hearing real people  
• Team I worked with  
• Talking to the public  
• The pace of the day  
• The time to talk, the pace of the day and 

all the activities  
• Opportunity to discuss city wide 

problems with colleagues  
• Working with new people 
• The positive approach 
• Being creative with colleagues 
• The whole process of learning and 

participation  
• Brainstorming  
• Collaborating and innovating with new 

colleagues  
• Safari 
• The speakers  
• The presentations 
• City centre safari - very surprisingly 
• Team work and thinking differently 
• City centre survey 
• Discovering a new way to think about 

things 
• The days structure 
• The interaction with people on safari 
• The whole idea of design - affects 

everything 
• Speaking to people 
• New “thinking” ideas 
• Collaboration 
• Safari 

• Format of the session  
• The chance to collaborate and interact  
• I liked the ethos and pragmatism of the day - 

great examples shown, new skills and confidence 
in this area  

• Interacting with the public/customers  
• Getting out and speaking to people  
• Working together in a group 
• Asking questions of service users  
• Getting stuck in  
• Going out into the centre and speaking with 

Dundee citizens  
• Going on safari 
• Liked the materials used and the pace 
• Collaborative working out of the box  
• The tools for generating ideas  
• The energy and enthusiasm  
• The design tools 
• The ideas and fun  
•  The safari  
• Almost everything 
• Energy, discussion, ideas 
• Working with colleagues 
• Interaction with folk I do not normally work with 

and engagement with public  
• City centre safari 
• Safari 
• Working through a problem with a team to find 

an innovative solution  
• Concept of Journey mapping 
• I liked working with new people 
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• The rain 
‘Market research’ - but it grew on me  

•  Approaching strangers 
• Sitting with my back to the presentation 
• The rain 
• Nothing 
• The thought of approaching strangers and the 

rain  
• Sometimes unsure what to do next 
• There wasn't anything i didn't like - I loved it! 
• Enjoyed it all 
• Would have liked to cover more creative thinking 

techniques  
• Bit cramped at tables 
• All good 
• All good 
• The rain! 
• The rain 
• I didn't like going out in the rain! 
• I didn't like not being able to vote on the idea 

pitches 

I didn’t like 

• The rain  
• The rain  
• Crowded room  
• The rain!  
• The idea of going out to talk to people 

about drugs and alcohol .. but it was one 
of the most interesting parts of my day  

• Going out in the rain although if it had 
been sunny I would have  

• Nothing 
• Comfort zone invasion 
• The rain  
• Too broad to scope  
• The uncomfortable nature of safari  
• Walking in the rain  
• Going out in the rain  
• Brainstorming exercise didn't work too 

well  
• Not having time to think and work 

through more  
• Working with new people  
• Slow start this morning  
• At times things felt rushed to fit into 

time allowed - however we did achieve 
the objectives of the day  

• Standing on balcony 
• The rain 
• The rain 
• I didn't like getting wet 
• Urban safari was rushed 
• Getting wet 
• Nothing 
• The weather on safari 
• The weather 
• The rain  
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I suggest 

• Need a follow up day to take work 
forward - may get lost in busy days 
ahead I 

• Suggest you vote on the date of work - a 
bit hierarchical again  

• More time on building and developing 
ideas  

• More of the same 
• Could do with proper introductions in 

our groups  
• Look at this model for smaller projects  
• More team building sessions like this  
• Maybe more time for stages 
• I suggest we do more and talk less  
• More people experience this  
• More safaris in the workplace 
• That at least 1 of the proposals be 

developed beyond today 
• More of this for the leadership and 

others in council 
• Repeating exercise with some areas 
• Run more sessions like this for other 

groups of staff 
• More ‘survey’ time allowed 
• Time extended, simplify content 
• Recognition of comfort zones 
• Engaging more delivery staff in this 

approach 
• More events like this and taking time to 

discuss options with colleagues  
• Another similar session  bringing 

together all those involved now  
• Briefing closer to the event  
• We do this more often 
• Getting out even more 
• More explanation of what actions are 

required in each section  
• Focus on a scenario 
• Slightly longer explanation 

• Presentation notes on handouts 
• Similar workshops for all staff 
• More collaborative idea generation from council 

leaders 
• Role out more widely in organisation 
• Roll out to other staff 
• Follow up ideas - what works 
• Developing more courses - bring the term into 

job titles 
• No changes needed, very enjoyable day 
• Rolling it out to more staff  
• How do we take this forward? 
• More practical 
• Worksheets need more explanation 
• We apply these techniques to real day to day 

scenarios  
• The best ideas are taken forward  
• Team/Division based journey mapping 
• Some information given out before 
• That we use, QUICK QUICK QUICK 
• Pitch the best ideas and develop them further 
• Having someone along to give/share a case study 

in more detail  
• Involving front line staff in similar sessions - and 

learning from them  
• Build a city design academy  
• Information on follow up 
• Focus on fewer case studies but in more detail  



Tomorrow I will… 

• Try and apply ideas within team and with 
colleagues  

• Look at the website and tools 
• Try this with teams in services 
• Think about problems and use idea 

generator  
• Think more innovatively 
• Use the journey map for a change in my 

service  
• Press further on service user involvement 
• Use design thinking with my new team to 

identify problems 
• Read the report and talk about using the 

techniques with a new team  
• Look at website so I can use with team 
• Share what I have learned with others who 

couldn't be here 
• Speak more often with customers to 

understand their needs 
• Think about a different approach to service 

delivery 
• Tell others about it and add in to agenda for 

next SPG meeting 
• Think about how I can integrate the process 

into my job 
• I will reflect on how to use what I've learned 
• Think about how I can use some of these 

strategies in my workplace 
• Get on with away day prep including 

thinking from today 
• Take forward some of the ideas 
• Be more creative in my thinking 
• Try to embrace what I have learnt 
• Think about the design of a service 
• Look at how I can apply this in my 

workplace 
• Note the larger network of contacts I now 

have 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• Ask my team to highlight areas they have 
considered can be improved  

• Do something about information. 
• I have an idea! 
• I will reflect on today 
• Share open change resources with colleagues 
• See how we can develop/ implement the ideas 
• Download material from Open Change site 
• Look at things through others eyes 
• Try to put into practice 
• Remind my team to speak to our customers as 

we redesign process  
• Try something new 
• Collaborate in new service solutions  
• Look at the website 
• Look at the design process and try out 
• Keep smiling 
• Plan how to engage more with our customers 
• Contact Gillian to ask about designing services 
• Empower staff to think out of the box 
• I will share the experience 
• Engage better 
• Be tired! 
• Still be a designer 
• Think about what this means in service planning 

and organisation 
• Tell my team about the day 
• Utilise the tools/ training learned today against 

current service challenges 
• I will commit to more creative thinking 
• Sharing open change information 
• Design the future 



Further Reading 
Polaine, Lovlie and Reason, (2013) Service Design : From Insight to Implementation, Rosenfield 
Media.  

This book provides a good balance of theory and practice with a great range of case studies to illustrate 
how the theory has been put into practice and the resulting difference that makes. This book is not to be 
missed for those with a passing interest in service design, new students of design, and old hands who can 
rebase their knowledge. This book takes the reader through the why, what, and how of service design. It 
illustrates the importance of people and their relationship with services, and showcases the collaborative 
approach of co-production and the value that it brings. 
Dr. Lynne Maher, Director for Innovation and Design, NHS Institute for Innovation and Improvement 

Joyce S. R. Yee, Hazel White, (2016) The Goldilocks Conundrum: The ‘Just Right’ Conditions for 
Design to Achieve Impact in Public and Third Sector Projects in The International Journal of Design 
Vol 10, No 1 (2016). 
Available at: http://www.ijdesign.org/ojs/index.php/IJDesign/article/view/2381 

What are the most important conditions necessary for a design-led approach to innovation or 
transformation to flourish in an organisation? This paper introduces and discusses three ‘just right’ 
conditions for design to achieve the desired impact in the context of public and third sector projects, 
where third sector refers to a broad range of community and volunteer groups. 
The research suggests that the three most important factors for design to have the greatest impact in 
innovation and transformation projects are: 
• community building 
• increasing skills capacity 
• strong leadership 
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Tools and materials: http://www.openchange.co.uk/how/ 

Slides from the day: enter the code DCC14616 on Client Zone on www.openchange.co.uk 

Video: ENT Surgeon Rod Mountain talking about how design thinking has impacted on his 

practice: http://bit.ly/RodMountainOnDesign 

Resources 

http://www.openchange.co.uk/how/
http://www.openchange.co.uk
http://bit.ly/RodMountainOnDesign
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Contact  

hazel@openchange.co.uk 
@hazelonewhite 

mike@openchange.co.uk 
@mikepressuk 

Photo Credits 
Kathryn Rattray 

Workshop Facilitators 
Hazel White, Mike Press, Linsey McIntosh, Taylor Stillie, Ummi Jameel, Megan McKee


