Public sector
\ /7 development based

on user needs!

Innovationsguiden

Innovationsguiden (The Innovation Guide) aims to introduce and
spread design thinking/service design as a means to develop
smart and innovative services in the public sector.



| I}

What?

Supports municipalities, county
councils and regions to work with
user-driven innovation — service
design, by themselves, in their own
development work.
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How?

By providing support to work
with a development process
based on user needs and co-
creation of services with users
and providers.



Working process

Our working process towards understanding how, in the best
suitable way, to support and inspire the public sector to develop
services based on user needs.
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Pre-study

Focus: Understand what
kind of support that will
work in the public sector.

* Research

* External monitoring

* Workshops with public
servants

Pilot

Focus: Test and evaluate
our first prototype for the
digital platform and

development programme.

* 10 in-depth initial
interviews followed by
evaluation interviews and
surveys during the pilot.
* Coaching the 10 teams
in the pilot.
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Development
What works

Understand how to create

and present support material
that is easy to follow and use

independently.

* Test and evaluate
new material.

Development

Spread and scale

Focus: Understand and
further develop our support
so it can be delivered and
used to an even larger extent
in the public sector

* Test and evaluate
new material.
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Outputs

The innovation process
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Innovationsguidens innovation model contains six steps — adapted to suit the working conditions in
the public sector — to guide the development teams from challenge to solution in a structured way.




Overview

Number of completed, ongoing and future
development programmes, courses in service
design and courses for leaders and politicians.
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130 project teams (700 people)
55 coaches

220 course participants

100 politicians and leaders
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Training day with participants in the development programmes




Having fun at the 2-day
crash course in service design

Brainwriting




Training day
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Template for ideation
To spark ideas from different perspectives.




Participant after the 1-day

"Happy and fUIfl"Ed, course "Service design for
after over 40 years in Peee
public service, it was the
first time | got a real and
handy tool to work with"

"This is a new way of
thinking. Instead of
imposing our solutions on
the user we investigate
what our users actually
have a need for."

Quote from the Head of
Unit Care and Welfare,
municipality of Uddevalla



User case 1 — Home care services for senior citizens

Quick prototyping and
co-creation with users

The users recorded their

In-depth interviews daily lives through diaries
with the user group \ |
Min dagook
omirygghet och delakighet

Insight: Creates distress not
knowing who will show up at
the next home care visit.

Several home care groups have
started to use the solution and it
has spread to other municipalities.




User case 2 —

First prototype for

.Some .quotes.from _ the final solution; the
interviews with family booklet “Welcome to

home placed children us” It’s now bein | /‘F S X £ |
. gused £
by all social services in am\ \ ‘ €V\ B |

the municipality.

"The social service only
told me which city |
would move to, | did not
know where it was"

"Felt stressed when
everything happened so
fast. Was told in a garage
that | would be placed, all
concrete and dark"




How we are organized

)

about 55 persons

2 service designers/ 1 coordinator

process managers X

O Development programme

O Coach training: education + practice
O 2-day crash course in service design
O Eye opener for politicians and leaders
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Several member organisations
have started to use our

support tools independently,

Our biggest university hospital has

Gothenburg municipality has
creating their own courses and introduced policies to always use our
started to employ service designers as development programmes model or a service design perspective
well as training current staff to be able around it. in all the city’s development projects.
to lead service design projects and
teach the method to others — with the

support of our material.
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