CINCINNATI

” I
1

A
I
I

1

il
[

Newcastle, England

The Extent of Transformation:

Measuring the Impact of Design in Voluntary
Community Sector Organisations AN

Dr. Laura Warwick
Prof. Robert Young T

Northumbria University o \E/
/




“What is the value of Design for
Service approach to develop

public services in the Voluntary
Community Sector?”


Presenter
Presentation Notes
The initial title of this phd inquiry was…
Without any specific research in this sector, it was appropriate to start with a broader question.
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Action Research Design Activity

Photographs,
documentation, and specific
methods depending on
outcome

Outcome-based
data

Audio, video recorded plus
specifc evaluation methods
for individual tools

Design Practice
feedback

Project meetings Audio recorded
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reflective)
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CDG Semi-
structured
interviews (internal)

Audio recorded

CDG Semi-
structured
interviews (external)

Audio recorded,
independently transcribed

Methodology
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Presentation Notes
The main source of data has been through Action Research Activity conducted in a case study
Charity or other formally constituted VCS organisation 
Charitable activities figure is an indicator that an organisation will be at risk as statutory support diminishes, but suggest capacity to do the work
Timely, swift projects, so project settings had to be currently offering public services and looking to evaluate, change or expand these in some way in the future (recruited through funding organisations)
They also had to have differing charitable aims and customer bases, in order that the Designer’s practice was not guided by previous engagements
Collecting data throughout the project, and at 6 month intervals following the end


=t Tyneside Mind
A mnd

We have won a BIG lottery grant of

£426,636 to help fund one-to-one

support and reduce social isolation.
BIG

4 Reply === Nore
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TynesideMind

¥ Kirk F Thompson
| @TynesideMind Lottery funding fantastic news, congratulations. U
have details of how ur gonna spend it yet?

4~ Reply +3 Retweet v Favorite === More

Tyneside Mind
KirkNewcastle the project is called "Empower your Mind®. We will
be employing Empowerment workers to work 1-2-1 with people.
More to follow
4 Reply #3 Retweet v Favorite == More

* Focus: health and wellbeing services in new geographical area
e BIG Lottery grant worth £425k

* A new wellbeing service rolled out across the Tyneside region

* Asshift in organisational culture, new policies and new process


Presenter
Presentation Notes
Through exploring what service users might want in this new area, and how to manage their expectations, I helped to challenge some fundamental delivery mechanisms, including suggesting the service should be time-limited. 



Question | — What mok

COY\SMH' Q“Hon H - T\{ne Me+(0Po||+ on Question > — What is your favourite ar.+i\li+y.? —
Friday z> November, 11 young people, . TV @
: el o Gym 2

o currently attend YMCA North Tyneside CO"Cﬁ ) '6 Y( O'd Y GMlﬂs DS y @
we conducted o consultation with 16 year old students at Tyne Metropolitan College, Motor — +
asking them to complete o. ver — a Smonics —d AVA le "
cegional speciolism For working YMCA North Tyneside @YMCANTyneside - May 23 Sho PPW\ 3
majority of whom con trovel il We rja'ure won a #BIG lottery grant of nearly £200,000 to help fund a new I .

dystinctive project for young people with additional needs. 00 Domcms

Collapse “ Reply +3 Retweet % Favorited ==+ More

E / " FAVORITE vities yow would like +o +r\1?
6' L banﬁ \5_5 1 = ||n3 Footiall

| —— 10:06 PM - 23 May 2013 - Details Bungee Tumping

. .k V\3 Bowlir\a

_I RHeply to @YMCANTyneside
GOH: DOJ\C!Y\S

Introducing ldols Eintroducingldol - May 23
EYMCANTyneside congrats! X
Expand

o ottend the dYstinctive session
s ond 0ge ronge.

) 1 .
St Jomes' Pack \(j — This group hove identified being with friends os being Key to their
hoppiness and welleing. Currently TyneMet College have ln\/ad to
Gt — whot mokes vou i signficantly reduce their extro—curriculor activities, so dYstinctive
NS A Juld orovide o. welcome opportunity for +his aroup to socialise.

Charity B - Impact
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Presentation Notes
The second setting was YMCA North Tyneside. The initial brief was to help them improve their membership system, which included sports, arts and music services, to increase attendance, membership numbers and therefore earned income. 
The research actually showed that the system was fundamentally flawed in that customers didn’t want to access all three functions, and wanted a simplified offer. It was also too complicated for staff to understand. 



Charity C - Impa/ct



Presenter
Presentation Notes
Seven Stories is a national centre for children’s books based in NE. It encourages children and parents to engage in literature through it’s centre, and outreach work. 
I worked with front-line staff to research customer behaviour in and around the building, and understand where the barriers were to repeat visits. 




service transformation

paradigm

service design interventions

core processes

service interactions design

How to measure extent of impact
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Presenter
Presentation Notes
Sangiorgi and Junginger and  Sangiorgi’s model. Also Burn’s model. 
Measuring extent of impact in a designerly way; not about SROI etc. 


Evidence of transformativ &siq dj ats:
1 = a single design object in use that alters the way the organisatio r elates to some stakeholders;

3 = a series of design objects in use that alters the way the organisatio r elates to some stakeholders;
5 = numerousdistint dsiged dj e&ts inse &r oss various services/offerings, that alters the way

the organisatio r elates to all of itsestakeholders.

Indicator one: Transformative Design Objects




Evidence of a new perspectiv:

1 = a new way of viewing a challenge or service that has influnced keha viour on a limited number of
occasions;

3 = a new way of viewing challenges, services or a system that has been applied in certainmituatios;

5 = a new way of viewing challenges, services and systems, applied consistently to all decision making.

Indicator two: A new perspective




Evidence of a community of advocates:

1 = one advocate of the DfS approach and some sharing of the approach within their organisatio;
3 = one or more advocates of the DfS approach, with some sharing of the approach within and
outside of their organimatio, and the in tentio t o engage DfS egpertis inthe bt u e;

5 = numerous DfS advocates, extensive sharing of the approach within and outside of their
organisatio, and the eng agement of Df& expertis.

Indicator three: A community of advocates




Evidence of design capability:

1 = one stakeholder who is able and confidn t to use one or more design tool(s) to consider a specific
challenge;

3 = one or more stakeholders who are cenfidn t and able to use several design tools to consider a
specifichal leng e;

5 = a group of project stakeholders that are cenfidn t and able to use a plethora of design tools to
consider a range of challenges.

Indicator four: Design Capability




Evidence of new power dynamics:

1 = one stakeholder who has been more involved than they have been previously, in the development
of a service or system, on at least one occasion;

3 = one or more stakeholders who are more involved than they have been previously, in the shaping
and development of services or systems, on a regular basis;

5 = a group of project stakeholders that are more involved than they have been previously, in the
shaping and development of services or systems, and it is now part of their job descriptio t o do so.

Indicator five: New Power Dynamics




Evidence of new organisatioal s tandards:

1 = new policies and procedures for one or more services;

3 = new policies, and a new vision or aim for one of the organisatio’ s services or systems;
5 = new mission, vision, aims, and policies for the organisatio and its sr vices.

Indicator six: New organisational standards
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Presentation Notes
The original question had been to explore the value, but has since led to consider how it can encourage swift, timely transformational changes
TM and SS experienced transformational outcomes (they actually both described it in this way too)
Mind national also started to develop their own service design methodology and test how that could support organisations at different stages
whereas Charity B, there was a lack of permission for some elements to become transformational. Co-designed a new service offer which was eventually implemented, but management staff did not want to change any of their strategy, policies or ambitions, despite the research showing that this was not want customers wanted. 


What next?

Testing and refining the model on service projects
Considering how this can be applied to other contexts
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