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“What is the value of Design for 
Service approach to develop 
public services in the Voluntary 
Community Sector?”

The aim
• Explorative, first PhD in this area
• Building on increasing use of Service Design in public sector
• Value during times of austerity

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.



Methodology
• Three project settings (charities) comprise one exploratory case study
• Had to be a registered charity with an income from charitable activities between £200,000 and £500,000 per 

year
• 8 weeks, full time and data collected in same way in each setting

Presenter
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



Charity A – Impact
• Focus: health and wellbeing services in new geographical area
• BIG Lottery grant worth £425k
• A new wellbeing service rolled out across the Tyneside region 
• A shift 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. 




Charity B – Impact
• Focus: Improving the membership services
• BIG Lottery Grant worth £190k
• New, simplified membership structure
• Improved customer communication 

Presenter
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 – Impact
• Focus: Improving customer experience for centre visitors
• 300% rise in their annual pass upgrades, which equates to £52,500 a year
• Increased collaboration between departments
• A shift in organisational culture, new policies and new process

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. 





How to measure extent of impact
• Some models suggesting process for transformation, but none suggesting how to categorise the change

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. 



Indicator one: Transformative Design Objects
• Non-traditional design outcomes e.g. job descriptions
• Used and valued



Indicator two: A new perspective
• A new way of viewing their organisational challenges and services



Indicator three: A community of advocates
• A community of project stakeholders who are advocates for the approach



Indicator four: Design Capability
• Advocates of the approach are able to apply it themselves 



Indicator five: New Power Dynamics
• A change in the level of permission or job remit as a result of the project



Indicator six: New organisational standards
• New policies, aims and visions that creates a new organisational worldview



Evidence in three cases
• Scored by authors and an independent researcher
• Charity A and C experienced transformational change, whereas change in Charity B stayed at a service level
• Corroborated Charity A and C’s own assertions, and challenged Charity B’s views of extent of change 

Presenter
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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