
Residents have other family 
members living in the same area

This is a great community, you 
know your neighbors

This neighborhood is inviting for 
other families

•

•

•

IT’S A FAMILY - FRIENDLY 
ENVIRONMENT

FAMILY ORIENTED
PROGRAMS

NW/RW
RESIDENT’S 
IDEAS FOR A

BETTER
NEIGHBORHOOD

NW/RW
NEIGHBORHOOD

ASSETS

NW/RW
RESIDENT’S
CONCERNS

¿?

Businesses on Michigan St. are 
being impacted by the 
construction zone with poor 
detour signals to enter the 
neighborhood

•

ROAD CONSTRUCTION 
BLOCKING MAIN RIVER WEST 

ENTRANCE

Small businesses know, support  
and care for each other

Small business owners are 
focused on sharing culture and 
traditions than just making money

Small businesses care to provide 
quality products to the 
community

•

•

•

SMALL BUSINESSES OFFER 
QUALITY SERVICES

It is a relief to have grocery stores 
in the neighborhood

Local convenience and grocery 
stores hold basic needs supplies 

•

•

HAS PLENTY CONVENIENCE 
AND GROCERY STORES

The police department is active in 
the community and always willing 
to help.

Riley for kids and Eskenazi 
hospitals are just minutes away

Having a police department in the 
area brings some sense of 
security

•

•

•

HAS NEARBY HOSPITALS 
AND IMPD OFFICES

It is easy to blend in, this 
community reflects diversity

The community is open to see 
people from other countries

It has a good variety of ethnic 
restaurants

•

•

•

OFFERS DIVERSITY IN 
PEOPLE, CULTURE AND FOOD

Houses are in affordable prices

It is possible to own a house in 
the Near West side of Indianapolis

•

•

AN AFFORDABLE AREA
TO LIVE

Parents take their kids to local 
parks to play.

Kids enjoy leisure time at the 
library

Families like to walk around the 
White River and the zoo

Local parks hold some sport 
activities for children

•

•

•

•

HAS PARKS AND 
RECREATIONAL FACILITIES

This community is well connected 
to the transportation system

•

HAS ACCESS TO PUBLIC 
TRANSPORTATION

Tenants on rental properties don’t 
follow up with keeping homes in 
good shape as well as the home 
owners do.

Neighbors in rental properties are 
also not as engaged to the 
community as the home owners, 
it is not easy to engage with them 
as they are in the area for a short 
period of time

•

•

RENTAL PROPERTIES ARE NOT 
AS WELL MAINTAINED THAN 

OWNED PROPERTIES

FOR
RENT

Empty properties are giving a bad 
appearance to the area

Many empty properties are in 
really bad condition and some are 
being used for drug dealing

•

•

VACANT/ABANDONED 
PROPERTIES REFLECTING 

POVERTY AND HOSTING CRIME

This is a neighborhood known to 
be dangerous

People from other areas believe 
that they will get mugged as soon 
as they get in here

There are always things 
happening like gunshots specially 
at night

•

•

•

SAFETY ISSUES GIVING A BAD 
REPUTATION TO THE 

NEIGHBORHOOD

This area is lacking on small 
businesses like coffee shops 
where people can sit down and 
chat

Small restaurants that bring a 
taste of different cultures need 
more support

•

•

SMALL BUSINESS SUPPORT, 
EMPHASIS ON  ADDING 
CULTURAL DIVERSITY

Neighbors want to better involve 
with their community and don’t 
know how 

Neighbors want to help in would 
like to help to revitalize areas 
through art

Long-term residents want to 
engage with short-term residents 
for the benefit of the community

•

•

•

COMMUNITY ENGAGEMENT 
PROGRAMS TO ENHANCE 

NEIGHBOR’S COMMUNICATION

Kids in the neighborhood need 
recreational activities year round 
that helps with their motivation to 
remain at school

Sport events bring families 
together, arts, cultural classes and 
education support

•

•

YOUTH RECREATIONAL 
PROGRAMS YEAR ROUND

Adults as well as children are 
looking to be active, there is 
interest on
 - Job skill training
 - Education support
 - Physical activities

•

ADULT EDUCATION 
PROGRAMS

Kids in the neighborhood need 
recreational activities year round 
that helps with their motivation to 
remain at school

Sport events bring families 
together, arts, cultural classes and 
education support

•

•

YOUTH RECREATIONAL 
PROGRAMS YEAR ROUND

Adults as well as children are 
looking to be active, there is 
interest on
 - Job skill training
 - Education support
 - Physical activities

•

INEGRATED PROGRAMS•

ADULT EDUCATION 
PROGRAMS

Work on the abandoned homes 
improving appearance to the 
neighborhood

•

REHABILITATE 
VACANT/ABANDONED HOMES

Residents are not communicating 
with each other

Businesses and residents are not 
engaged with each other

There are no activities in the area 
to get to know more or be part of 
the community

•

•

•

THERE IS NO SENSE OF 
COMMUNITY

Houses are run down and makes 
the area uninviting specially for an 
international student

There are more activities to do or 
places to go in other parts of the 
city, involvement in the 
surrounding is nonexistent

A place not recommended to 
stick around

•

•

•

UNATTRACTIVE AREA 
TO HANG AROUND

Cultural diversity is disappearing 
with the new generations.

Some Latino businesses in this 
area are closing.

•

•

CULTURAL DIVERSITY IS 
DISAPPEARING 

Cultural diversity is disappearing 
with the new generations.

Some Latino businesses in this 
area are closing.

•

•

CULTURAL DIVERSITY IS 
DISAPPEARING 

Residents travel neighbor cities 
(Avon or Plainfield) seeking 
entertainment such as movie 
theaters or big retail shopping

Other areas have more cultural 
events to enjoy

•

•

•

LACKS ON RETAIL STORES AND 
ENTERTAINMENT RESIDENTS 

TRAVEL TO OTHER CITIES

Tenants on rental properties don’t 
follow up with keeping homes in 
good shape as well as the home 
owners do.

Neighbors in rental properties are 
also not as engaged to the 
community as the home owners, 
it is not easy to engage with them 
as they are in the area for a short 
period of time

•

•

RENTAL PROPERTIES ARE NOT 
AS WELL MAINTAINED THAN 

OWNED PROPERTIES

FOR
RENT

Empty properties are giving a bad 
appearance to the area

Many empty properties are in 
really bad condition and some are 
being used for drug dealing

•

•

VACANT/ABANDONED 
PROPERTIES REFLECTING 

POVERTY AND HOSTING CRIME

This is a neighborhood known to 
be dangerous

People from other areas believe 
that they will get mugged as soon 
as they get in here

There are always things 
happening like gunshots specially 
at night

•

•

•

SAFETY ISSUES GIVING A BAD 
REPUTATION TO THE 

NEIGHBORHOOD

CRIME

Houses are run down and makes 
the area uninviting specially for an 
international student

There are more activities to do or 
places to go in other parts of the 
city, involvement in the 
surrounding is nonexistent

A place not recommended to 
stick around

•

•

•
UNATTRACTIVE AREA 

TO HANG AROUND

INSIGHTS 
(ANALYSIS / 
SYNTHESIS) 

RESULTS

OPPORTUNITY SPACE #1

FAMILY PROGRAMING

OPPORTUNITY SPACE #2

ENVIRONMENT /  BEAUTIFICATION

ADULTS KIDS

CONTRIBUTES TO• CONTRIBUTES TO•

CONTRIBUTES TO•

WOULD IMPACT•

This area is lacking on small 
businesses like coffee shops 
where people can sit down and 
chat

Small restaurants that bring a 
taste of different cultures need 
more support

•

•

SMALL BUSINESS SUPPORT, 
EMPHASIS ON  ADDING 
CULTURAL DIVERSITY

OPPORTUNITY SPACE #3

BUSINESS DEVELOPMENT
(Needs further research)
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Service Design as a Way  
to Engage Communities

Resident engagement methods were focused on further 
developing and supporting current community programming 
in the River West area. The focus was on going to residents and 
meeting them “where they were,” selecting specific locations at 
optimal timeframes for resident input and engagement. 
 
1) Hosting the “River West Street Festival Kickoff Party”   
This included canvassing the River West community and 
surrounding neighborhoods to gather information and invite 
residents—whether they had volunteered or not at the previous 
festival—to celebrate their successes and share their challenges of 
the last year ’s festival; 

2) Engaging residents at the first annual “Art Walk” 
This included creating tools and probes to enable people to share 
their thoughts and ideas for creating resident- and community-
driven programming; 
 
3) Facilitating multiple “Community Outreach Pop-up Sessions” 
These included tools and prompts that asked residents (specifically 
youth and minorities) to share their ideas and challenges with the 
previous festival;   
 
4) Conducting 1-on-1 Resident Interviews 
This allowed for deeper discussion around exploring daily routines, 
hopes and desires of both short- and long-term residents, and 
engaging them in activities that allowed them to share their daily 
lives and rituals.
 

ABSTRACT 
In an equally distressed and burgeoning 
community just outside of our major metropolitan 
city, there is a history of transformation efforts—
from creative placemaking, to affordable housing 
initiatives, to economic re-development—which 
have all  seemed to fall  short in the area of 
community engagement. From the creation of 
neighborhood festivals that have low resident 
turnout, to a backlash of discouraged citizens 
who feel unheard and uninformed, there was a 
need to re-consider how to involve this unique 

community—made up of four very distinct 
neighborhoods—in the imminent re-development 
of the area in which they live. In the winter of 
2016, our service design and creative strategy 
consultancy was brought in to a city-wide visionary 
community development project tied to our rapidly 
approaching bicentennial,  in order to utilize 
service design methodologies as a way to engage 
communities and to design with organizations 
and community residents according to their 
needs and desires.

Our short paper highlights a case study of an 
ongoing collaboration between our consultancy; 
a non-profit organization dedicated to the growth 
of it ’s community ; a higher-education institution 
with a legacy of community engagement; a 
local office of the country ’s largest community 
development corporation focused on Creative 
Placemaking and community revitalization; 
and, most importantly, various residents and 
stakeholders.


