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The Material of Outcomes






A crisis of confidence?

SDN Global: Designing to Deliver
Touchpoint: From Design to Implementation
Canadian Service Design Conference: Impact



Haus Auerbach, Jena, Germany
Walter Gropious and Adolf Meyer, 1924
Image Credit: Smithsonian Mag.com
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Stratification of
Design Thinking Large Scale

Systems

Policy Design
Public Service - Environment
Dr S Russo Systems Design - Infrastructure

Artefact and Experience

Engineering - Interaction Design - Human Computer Interaction
User Experience - Anthropological Design - Human Centered Design

Artefact
Product - Interior - Fashion - Jewellery - Graphic - Web + New media

Low

LEVEL OF “THING-NESS”

High
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reddot

“Things’ win awards.
We attach inherent
value to ‘thing-ness.




We need to resolve the tension between
being a designer who makes things and
one that impacts human relations.



The trick is, it was
never about the thing.



The
are only a
to an end.

7 Vé’:’ sit.sit

My Industrial Design
Degree Project 2010




So what is the end?
How do we start
framing our work

around

7 /ﬁ sit.sit

My Industrial Design
Degree Project 2010
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Outcome: a direct,
intended beneficial effect.
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INPUTS

Resources
Money
Design Skill
Time
Materials

(Capacity)

DESIGN
ACTIVITY

—

Design process
Activities/methods

—

DESIGN
OUTPUT

Product(s)
Deliverables
Artefacts
Prototypes

(Thingness!)

In design work...

I ACTUALISED I DESIGN I
DESIGN OUTCOMES IMERCTS
Real world product/ Consequences Long term or

indirect effects
of outcomes

service changes

(Eventual Outcomes)

Adapted from The Non-Profit Outcomes Toolbox and Terry Love
Design and Research - Design Outputs and Design Outcomes
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We often confuse outputs and
outcomes in design work.
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INPUTS

Resources
Money
Designers
Time
Post-its

: THE MATERIAL OF OUTCOMES

—

In a service design project...

DESIGN
ACTIVITY

Research
Workshops
Ideation
Co-Creation
Prototyping
Testing
Piloting

—

DESIGN

OUTPUT

Insights

Journey Map
Prototypes
Service Blueprint

ACTUALISED

| DESIGN

Changes to Service
Updated Touchpoints
Changes to Process

DESIGN
OUTCOMES

—

Improved Service
Increased Value
Better Relationships

el |MPACTS

New Ways of Being
Changed Human Relations
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Outcomes are not
linear; they are
dynamic, and are
being produced at all
stages of design
process.

Design of Services

based on goods-dominant logic

delivers value

end user

Josina Vink, Katarina Wetter-Edman, Bo Edvardsson, Bard Tronvoll
Understanding the Influence of the Co-Design Process on Well-Being
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Outcomes are not
linear; they are
dynamic, and are
being produced at all
stages of design
process.

Design as Service

based on service-dominant logic

Service

value in
designing

total co-creation of value

Josina Vink, Katarina Wetter-Edman, Bo Edvardsson, Bard Tronvoll
Understanding the Influence of the Co-Design Process on Well-Being
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Outcomes as co-created
value throughout the
service design process.
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Service Design Outcomes

New services

Improved services

Changes to touchpoints
Changes to service interactions
New service artifacts

Increased service efficiency
Reduced waiting times

Higher quality service
Improved service relationships
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In order to achieve service level
outcomes, we have to achieve
organizational outcomes.
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Service Design Outcomes

Capability building/capacity building
Creation of ‘value’

New perspectives on something

New conversations

Convening (new) relationships

Enabling a different problem solving process
Adoption of a new set of words/language
Change in behaviour

Adoption of new mindset
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“T’he material of service design
iS the Organization.”

Stephen Taylor, Harmonic Design
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“As service designers
we aim to shape
organizations, and
that cannot be
controlled and
prescribed in the
same way as products

v b2

Cdll.

Dr. Lotte Raun

Organizations
as systems
l | 1
[ ] 3 34
J ! 1

FET O

assumes that outcomes happen on
the basis of a plan being implemented

[(J«— &= O =&

| ! !
] X — &
| | !

Adapted from ‘Thinking of Organizations as ‘Conversations’: An answer to the challenges
of implementation?’ by Lotte Raun, published in Touchpoint Vol. 10 no. 1, August 2018
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“As service designers
we aim to shape
organizations, and
that cannot be
controlled and
prescribed in the
same way as products

v b2

Cdll.

Dr. Lotte Raun

Organizations
as conversations

assumes that outcomes happen when we join and affect
the ongoing conversations within the organization

Adapted from ‘Thinking of Organizations as ‘Conversations’: An answer to the challenges
of implementation?’ by Lotte Raun, published in Touchpoint Vol. 10 no. 1, August 2018
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Outcomes are changes to
conversations throughout the
service design process.



So how do we know we are
going in the right direction
- towards desired outcomes?



Feeling self assured?

Touchpoint Vol. 9 No. 2 Measuring Impact and Value
dmi: Design Value Index
McKinsey: The Business Value of Design
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= e

Measurement is a Proxy f
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| (. _
How do you



“People will forget what you said,
people will forget what you did,
but people will never forget
how you made them feel.”

Maya Angelou
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Outcomes are changes to how and
what people think and feel.
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December 2015

Show change in
feeling over time.

March 2016

Redesigning Access to Social Assistance in Toronto
Safiah Chowdhury, Clara Ganemtoré, Shari Kamali, City of Toronto
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Dashboards that
incorporate other

ways of knowing.

Experio Lab work in progress
Courtesy of Josina Vink
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‘Take snapshots of
change in people’s
perceptions.

| can empathise with what customers go
through when researching and purchasing
our product.

I understand the highest and lowest
points in the customer journey

I have clarity on the must haves versus
nice to haves in the customer journey

I have a clear sense of organizational
alignment on priotities within the
customer journey

I understand the roles digital tools play in
the customer journey

Start of Project

o

.0 1.0 20 30 4.0

27

30

Conceptual recreation of project survey of large cross-functional
team during a 6 month journey mapping research project.

5.0
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‘Take snapshots of
change in people’s
perceptions.

| can empathise with what customers go
through when researching and purchasing
our product.

I understand the highest and lowest
points in the customer journey

I have clarity on the must haves versus
nice to haves in the customer journey

I have a clear sense of organizational
alignment on priotities within the
customer journey

I understand the roles digital tools play in
the customer journey

End of Project

o

.0 1.0 20 30 4.0

| 46

| 40

| 42

Conceptual recreation of project survey of large cross-functional
team during a 6 month journey mapping research project.

5.0
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It,s th Q fin a] outeom E.!

Complex systems and service work is never
done. There is no mission accomplished.
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What if...

our outcomes are
bridging narratives
to horizon 3?

prevalence

current state transition desired future

A
horizon 1

horizon 2

horizon 3

time

Three horizons model developed by International Futures Forum members and other
futures practitioners (see Hodgson & Sharpe, 2007; Curry & Hodgson, 2008; Sharpe 2013)
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“To avoid missing

unintended consequences

of their tools and

platforms, social media
companies should hire

worryers and neurotics.
That would help, right?”

Charlie Brooker
Photo and quote in a tweet
by Ken Banks (@kiwanja)
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We need to get better at exploring
possible outcomes and unintended
consequences...
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..while also recognizing that the

outcomes of our work as service

designers are emergent, hard to
control, and intangible.
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N.A.LO.

(not attached to outcomes)
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Thank you!

(@wittster
linnvizard(@gmail.com

me thinking about outcomes ->
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With gratitude to the following:

Josina Vink
Lotte Raun
Antonio Starnino
® Cheryl Hsu
7 Spencer Beacock
Questions:!

Chris Ferguson

Twitter peeps!

@WittSter Dry run audience
linnvizard(@gmail.com SH o

Unsplash photographers:

Sam Goodgame

| Yunmail

Sharon McCutcheon
Ishan @seefromthesky
Kaue Fonseca



