Making the 5 Steps Model to Public Service

Co-design work for you

The Governance International 5 Steps
Model to Public Service Co-Design shows
how co-design tools fit together so that
co-design triggers a transformation
process in your agency. The 5 Steps
model helps you to identify where
co-design is already happening (‘Map it"),
where it is most likely to be cost-effective
(‘Focus it"), which citizens are most keen
engage in co-design (‘People it’), how

to raise awareness of the potential of
co-design in your agency and services
(‘Market it") and how to scale it up
(‘Grow it).

Governance International can take you
through this 5 Steps Model to ensure
co-design works for you.

Our portfolio in training on public service
co-design includes:

B 2 hour briefing sessions for Boards,
Management Teams, Cabinets and
Scrutiny Panels
(Fee : £500 + VAT plus travel costs for
one trainer);

B half-day training sessions for service
commissioners, heads of service
provider units and front-line staff
(Fee : £950+ VAT plus travel costs for
one trainer);

B one day training sessions for service
managers and front-line professionals
in public, private and third sector
organisations
(Fee: £1950+VAT plus travel costs
for two trainers).

Governance International works with the
design company STBY to tailor specific
co-design methods to your needs

(e.g. Customer Journey Mapping, Probes
and Persona Development Workshops).
For further details and quotes please get
in touch with us.

Some questions for you ...
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Achieving citizen outcomes

Contact us

Interested in public service co-design?
At a time when budget cuts oblige public agencies to think more radically,
explore with us how to turn your services upside down and inside-out, so
that they become better for users and cheaper for communities.

SHOW ME THE WAY...

Co-designing public services with users and
communities

Governance International A Governance International briefing note
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2nd Floor, 3 Brindley Place Phone: +44(0)121 698 8743
Birmingham, B1 2JB Web:  www.govint.org or
United Kingdom www.govint.org/english/main-menu/co-design.html
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Governance International helps agencies to achieve outcomes for citizens through
excellence in public governance. We have a strong track record of working with
international organisations, central government departments and agencies, local
councils and non-profit organisations worldwide.
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Why co-design matters

in public services

How co-design works in practice

How your service can benefit from co-design

Why do people use meals-on-wheels
services? It's not always to do with food —
many of them just want the five minutes of
contact with the person who's delivering.
Why then is this part of the service so often
designed to be as short as possible? Who
decides what this kind of service should be
‘for’?

Several UK councils are now working in
partnership with local pubs and social
enterprises so that local people with care
needs can enjoy tasty food in a pleasant
social atmosphere — and support local
businesses at the same time. What if all
services were designed to meet people’s
needs in this way ? That’s the thinking
behind co-design ...

/

different results.

Insanity : doing the same thing
over and over again and expecting

Albert Einstein (1879-1955)

The idea is simple: service users and their
peers know more about how the public
service they receive should be designed.
Using this approach brings service users,
their families, friends and communities into
the design process. The idea of co-design
is obvious — and that is why it is already
widely used in so many different forms in
the private sector.

However, at present many public services
are designed ‘back-to-front’. Most user
involvement happens at the end of the
process when they can only have limited
input. At this point the service has been
designed, staff have been employed and
trained, and users have already been told
what is available and all involved have
formed expectations that are hard to
change. What’s more, this makes users
seems like ‘outsiders’ to service providers
— a source of complaints and criticisms
rather than drivers of innovation and
improvement. In a context where every
pound counts, this cannot continue. Users
and communities need to be involved at
the start of the process to design high
quality and efficient public services.

Governance International draws upon its
international networks of best practice to
identify leading examples of innovation and
build them into its cutting-edge training.
Here are two examples that demonstrate
how public service agencies have improved
the efficiency and efficacy of their services
through co-design.

Remote support for the elderly in The
Netherlands: Co-designing innovation
Seeing public services “outside in”

leads to revealing insights. It reveals

that what most elderly people want is
NOT ‘independent living’, for example,
but that they are actually desperate

for contacts and friendships — in other
words, ‘interdependent’ living. This
insight prompted health and social care
providers in the Netherlands to create
entirely new services WITH the elderly,
provided in a network which makes them
feel better — and helps them to help each
other. STBY worked with a consortium of
public and private-sector bodies to design
and implement these co-design services,
helping them rebrand from “organisations
that solve people’s problems” to agencies
that help people to help themselves.

Co-designing better access to vital
services

User co-design can pep up council and
public agency websites, too. So many
websites are dull, daunting and difficult.
They have been designed FOR users

but certainly not BY them. It doesn’t
have to be like this — e.g. the adult care
website of Stockport Council shows

what open and inclusive government
means in practice: not necessarily more
information but relevant information! It
has been designed WITH service users
and Stockport Council estimates that it has
already saved £300,000 by cutting down
avoidable contacts. Customer journey
mapping shows how the different channels
via which people access a service coalesce
into an overall experience, highlighting
the opportunities for and barriers to more
intimately tailoring such services around
the people who use them.

My Care, My Choics

Governance International has developed
a set of tools for public services co-design
to realise the potential of both users and
front-line staff — the people best placed to
provide insights on how a service can be
improved.

These tools allows public service managers
and front-line staff to understand the
‘customer journey’ — from initial contact
with your agency, your interaction with
them, to the outcomes achieved after
service provision. Stepping into the shoes
of service users, and allowing them to help
design services gives your agency new
insights into efficiency gains and quality
improvement.

So when users and communities help to

design services, it brings:

B More personalised services, delivered in
the way most convenient to users.

B Better quality of life, by tackling the
problems which users care most about.

B Wider and richer choices of innovative
ideas for public agencies to try out.

B Lower cost, by eliminating processes and

activities that users see of little value.

However, co-design is far from being
simple. It does not mean asking everybody
about everything — it has to be focused.
Co-design won't necessarily involve
EVERYONE among your service users and
communities.

In co-design, you have to identify those
who most know and most care about
services. It is the input of this group of
‘expert co-designers’ which is likely to be
most innovative and valuable in changing
out-of-date service approaches. In order
to find the ‘expert co-designers’, some
innovative market research is needed —
Governance International help you to find
and work with this key group effectively.
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