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GLOSSARY

Civic engagement

Civic technology

Codesign

Openpublicservices

Outsourcing

Public sector innovation
Public service mutual
Public servicerganisations
Relational service
Servicedesign

Social enterprise

Thick data

Public procurement

Commissioning

A process that engages publics in decigiteiking ancconsidergheir
input.

Technologies deployed to enhance the relationship between citize
and government®y enabling citizens to participate in public decisic
making or public service delivery.

The act of designing products and services with users and clients
instead of seeing the designer as an expert external to the situatio
It relates to ideas of careation and ceproductionandpositions the
user asasituated expert.

A government reformprogramme for public services whereby
government, local government, private sector and civic so@ety
involved in the delivery of local services and challenging the public
sector to innovate their service models

Theprivate or voluntary sector deliverirgservice to the government
or the public after a process of competitive tendering.

The process ofienerating new ideas and implementing them to
create value for society

Organisations which have left the public sectbrough processes of
spinning out anctontinue to deliver the service

An orgarsation that delivers public services from eithtée public,
private orvoluntary and communitgector.

Services based on interpersonal relationships which are an intrinsi
part of the service solutian

Ahumancentred, creative, collaborative, iterative and systematic
process that makes a skilled contribution to address a specific.nee
An orgamgaton whose main objective is to have a social impact ratt
than make a profit.

Qualitative information that provides deep insights into pedple
everyday live andemotions. It is gathered usingthnographic
research methodsand is omplementary to Big Data.

Thepurchase by governments of goods, services and works aimin
maximise efficiencgnd value for money while delivering social valu
Commissioning is the process of assessing the needs of people ol
users in an area and designing and specifying the services to mee
those needs. It involves choosing the delivery mechanism to secui
an appropriate service while makitige best use ofvailable
resources



INTRODUCTION

This report addresses the state of UKwanmsity-led design research in theontext of public
services. It identifies centres of excellenceddheir supporting infrastructure andhaps the
research landscaptarough a review of projects and researcéntres It presents salient
themes questionsand approaches within practice and details the role that design research
may play in the future of public service research and innovation.

Reviewing thennovative @pacity of design research undertaken in the public service
context, it looks atthe methods, strategies and skills that afford this capacity. It identifies
developmental opportunities to support furthevork in this context angrovides insight into
future collaborationspartnershipsand consortia to support activitgnddrive @-investment
between academia, government and industry.

The report aims to:

1 Increaseawareness of how design creates highiel societal and economic
benefit in the public service context.

1 Understand how academic design research functions strategaradlitow it is
operationalised within this context.

1 Understand how university collaborations are critically important in supporting
innovationwithin this context.

9 Understand how collaborations are initiated and sustained to add social and
economic value.

The research was conducted from March to June 2020 and complements fiveAGIRE
fellowships focused on design research for place, future mobility, artificial intelligence, clean
growth and policy.



Design research

Popular understanding of desigelates to product innovation, architecture, graphic
communication, fashion, styling, aesthetiésrm givingand the development of goods for

mass production and consumptiofhese are all validterpretations. Butdesignas both

process and artefads increasinghalsoused inservice innovationstrategic contexts and as a
form of academidnquiry. A fundamental component in any design process is abised
research where experimental processdddeation, prototyping, realetion and reflexiviy
produce new knowledge and understandifdoreover, csign is a process of situated action
that works to achieve coherent and anchored visions of the future through user participation.

Almost every aspect of life is designed, from the objects we useréimsport we ride, th
applications we interact witland the cities we negotiatéo the systems that govern us.

Because design is so integrated into these systems of everyday life, research into its operation
as a discipline and as a form of epistemicspiit is essential to fully understand the capacity

and capability of the subject. Design research in the UK is world leading. UK academics
collaborate nationally and internationally across sectors to understand the operation, agency
and value of design search and its contribution in a range of political, social, technical,
environmental, economic and cultural contexts.

This review focuses on one of the most comxpdentexts of design research; publendces.
Complexityin this contextresides in the fact that public services operate within a lasgale
system influenced bgocial,econanic and infrastructural demands.

The private sector has utilised design as a strategic actor for many years. Businesses and
consultancies are employgndesign thinking in organisational contexts to manage ojanat
challenges and innovat&oday governments are following suit and design thinking, practice
andresearch are increasingly valuedaggens of innovation and changé.

Design in public services requires systemic thinking in the management and delivery of

services. Design research undertakeim in this context
contingent on actiorbased methodologies situated relative to the servidest the research

is focusing on.

Desigrresearchersn this sectowork in anetwork of commurties, institutions and
businesseandwith public service managers and policymakér understand user need,
innovate anddevelop new services and infrastruotis. They ultimately supporthe
implementation and development of public sector policy. In parallel to this, design
researchers work with transdisciplinary insight to evaluate desigffectivenessand valuen
a context that is far removed from th@opular conception of what design iwhat designers
areand can do.

1 SeeDesign Commission (2013); Neatad IDEO (2017); Kimbell and Bailey (20Whicher and Crick (2018hd
Policy Lab (2020). These reports, guidelines and initiatives demonstrate advocacy and implementation, and the
evaluation of design in the public sector context with a focus on public services and policy.
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Figurel Stratification ofdesignthinking Adapted from Russ(2016).

The diagram visualises the applicatiordeSignthinking from thedevelopment of artefact to
intervention in large scale systems. Design thinking and research in public seiee®gnised as one
of the most complex contexts to engage.

Desigrresearch addsalueto public servicedy:

9 Innovating with public sergé managerso add @pacity to teams.

9 Contributing creative engagement and consultation methodolagies

1 Facilitating the implementation of policy within public sector instituspn
aligning interests and actors across diverse stakeholder groups.

1 Contributing to service transformation and new service development.



Public services

Public services are services essential to citizens, regardless of whether provided by public or
private organisationsTheyare characterised by their social purpose and orientation

recent historythese services were delivered by the public seatadhe UK- traditionally by

Local Government Organisations (ISpdirected by centragovernment policyand paid for

by general taxation.

The traditional role ofhe public sector as a providéor public servicess being transformed.
A move towards open public servicesiven by decentralisation and the development of
public service mikets, has led to increased delivery by outsourcing to private companies
rangingfrom SMEs to muknational organisationsas well apublic service mutuatand
Voluntary andCommunity Sector (VCSprganisations

Considering this landscajé public, privateandVCSrganisationsthere is much scope and
opportunity for research partnerships and collaboration within this field. fémst decade has
seen an increase in design research engagimyblic servicebecause ofthree
developments

1. Open public services, localism arnlde empowerment of local communitiesThe
last three decades have seen numerous aneéaching reforms to public services
in the UKwhich have resulted in less direct provision of public services by local
authorities and an increased marketisation of the public sector. This agenda has
beena central part of government poli@nd wasencapsulated in th&ocal
Government and Public Involvement in He&lth 2007 Communities in Control
White Pape2008 Local Democracy, Economic Development and Construction Bil
2009 Localism Act 2014nd Open Public Servic®¢hite Paper 2014 A governing
rationale for this policy is that if councils are in a constant, productive dialogue with
citizensand service users, they are more likely to know what the issues are that
matter to them. Ifcitizensare empowered to calevelop and even cealeliver, the
serviceghis may lead to better services in terms of both cost @edvice outcomes.

2. Developmens in the field of service design and desipd social innovation These
two fields of practice have matured over the past decade ladedeveloped
procesgs, tools and methodologies that enable new ways of tackling social needs
and creating new relatiorgps by both empowering citizens and generating social
benefit through the implementation of design processes. Commurigntated
methodologiesncludingassetbased approaches to tackling an issue and creative
participatory design approaches constructively align design to the aims of the
LocalismAct 2011 University design researdtas contributed significantly tthe
developments of these fieldsoth disciplinarily and professionalfy.

3. A turn towards socially orientated problems addressed through desighe past
decade has seen a shift from market orientated approaches in design practice and
research towards soci al monrneo vtahta no np,r osfoicti’al enterpris
activities. This is characterised as Transformalesign, Transition Design, Socially
Responsible and Socially Responsive Design. The premise here is that the design
processas a form of systemic inquirlas agency to manage complexdawicked
problems and affords innovative capacity for service development and change. Here
then, the public sector and its challenges are taken as a rich site for practice and
inquiry 4

2 Public service mutuals amrganisations social enterprise, charity, cooperative or {fprofit - developed in the
public sectowhich have spun oubut continue to deliver the service

3 SeeSangiorgiPrendivilleand Ricketts(2014; Sangiorg(2015) Sangiorgi, Prendiville, Jgand Yu(2015); Sangiorgi
and Prendiville(2017).

4 SeeArmstrong et al(2014); RodgersMazzarellaand Conerney2019).



The strategic application of design within thimntextis most gparent when used in
governmentpolicy and innovation ladwithin administrations at central, regional and local
levels.These labs use peopt@ntred design approaches pmlicymakingusingdesign, data

and digital tools and act as a testing ground for policy innovation across government that
filters down to inform service delivery. Collaborations between academics and government
agencies have developed the strategic and operational capadityn this context®

There is international consensus that current public sector strustanel modes of operation

need a radical transformation and design research and practice has attracted attention as an

approach to support this transformatioinnovation inthe public sector is seen as generating

and implementing new ideas to create soaialue, either with an internal focus on improved

processes of governance such as enhancing productivity or strengthening democracy, or

external focus on publ i c s eBagdneta20d3)ovi si on and citizens'’
Design research for public services supports botbrnal and external objectiveer

innovationasit contributes to:

1 Developinghew servicanodels.

1 Improving and innovatingervicedelivery.

91 Positivdy challengng organigational structures and routinggreating capacity
to test out alternatives.

91 Interacting (and integrating) in news wawygth other organisations and

sources oknowledge.

Developing stronger local networks fitve co-creation ofvalue.

Leveragindunds for innovatiorbased on robusgvidence.

Developing &periential learning for all stakeholders involvaslthey are

exposed tadiverseperspectives andcreative problensolving.

9 Facilitating practicdoased processes and methoalsd training nordesigners
in thosemethods.

9 Providing resources to respond to pressing social challenges and delivering
solutions.

9 Inclusivemethodologies giving special consideration to vulnerable citizens
(extreme users) and thriving eradicateinequaliies in public service
provision.

1 Providingthe capacity for experimentation and prototyping. This activity can
be conducted without impeding the serviper o v iabiligy to’daliver on its
core purpose and essential delivery. This service prototyping pretess
develops institutional competenes and operational capacity.

= = =

5 This is exemplified by the work of Junginger @0Kimbell(2015) Whicher(2017) Kimbelland Bailey(2017) Their

research informs and guides public service policy through training and sharing knowledge and practices of design

with non-designers, civil servants, and policymakes.©i gn i n t hi s cont exompelencies| ops an organisation’
in design thinking



Locating public servicein the public sector

The policy cycle is traditionally conceptualiseda linear two stage process where
policymakersare concerned with identifying, clarifyirgnd formulating a policy, anithen
publicservicemanagers proceed to policy implementation.

Design researchas contributed to thepolicy cycle by integrating these two design activities
(Junginger2014) Bther asatwo-stageprocess, or as an integrated iterative cycle, policy and
service are deeply intertwinedPolicy Lalalepicts three areas of design in governmeait,of
which areinterrelated and influence each other

D3

Reform Policy - The creation of

meaning and purpose

Ethos. values, rules DESIGN OF CONTEXT
and principles

D2
Perform System - The design of
Roles, relationships, systems and services

experiences DESIGNING CONTEXT
and platforms

D1

Form

Artefacts, details,
touchpoints

Form giving - The design of
details and touchpoints
DESIGN IN CONTEXT

Figure2 Model of design in governmen®olicyLab.

Adapted from Youndlair andSiodmok2001). As with the stratification of design thinking we see the
application of design move from the micro attention to artefact@aghpoints situated within a larger
systemic context designing services and beyond that within a macro system of policy, meaning and
purpose. Progressing from micro to macro the complexity of the context increases and therefore the
complexity of the desigproblem or project increases. Design research in Public Services engages this
complexity.



TRANSACTION BASED

WHAT WHAT
CITIZENS GOVERNMENT
EXPERIENCE ] : SAYS

BUILDING RELATIONSHIPS

Figure3 Design for Europe: Nesta and IDEO (2017).
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public service context operates.

Design research in public services faamn internal (processes) or external (services)
objectives(Bason et aJ2013) Academicengage holisticallpy considering hovtheir work
might contribute to innovation in serviadelivery gervice innovation), transform delivery
(service transformationpnd how design processes might contribute efficiency in dejiver
Theyare equally concernedith the internal operational structures that manage and govern
delivery(organisationathange).

Research informingublic services r om ‘'t he bottom up’ is driven by project
collaboration and desighed civicconsultation This includes prototyping services and the

development of desigied consultation methodologiethat engage service users, managers

and frontline staff.

These are typically driven by-cesign principlesand through digital civic consultatioh.
Othersalient service contexts where design research is focused are in public healthcare
service§, the prison and probation system working towards skills development and education
targeting recidivism and restorative justicend in social care through thievelopment of
relational service infrastructures

8 Forexample Cruickshank (2017); Thorpe and Prendiville (2015); Salinas et al. G8019)
”For example Digital Cividsttps://digitalcivics.io/
8 For exampleéChamberlain and Cra{g017); Bate and Robei2008); Rodgerg2018); French(2019)

9 For example Gamman (2014; 2016).
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https://digitalcivics.io/

Design research projects in these contexts require systemic thinking. The operational role of
the designer has shifted from that of authormfoducts, objectand serviceso anenabler of
interactionsanda facilitator of large groups of people holding different motivatipnalues

and agendaso trigger ideasThese design capabilitieseate space for participation,

interaction and prototyping witla range of stakeholderandactorsto leverage theexpertise
required to collectively interrogate a situation, articulate concerns, and innovate through
collaborative and open forms of innovation.

CO-DESIGN [WITH/BY]

Designer as Designer as
Facilitator Collaborator
SUPPORTING CREATING
EXISTING NEW
INITIATIVES INITIATIVES

Designer as Designer as
Enabler Trigger

USER-CENTRED DESIGN [FOR/WITH]

Figure4. Desigrroles in public serviceshorpe (204).
Amodel ofthe role that design plays in projects engaging in public and collaborative partnerships,
engaging citizens and LGO stakeholders.

Design processes, methods and tools provide structured models of engagement to manage
theseuser assemblages and ontate projects towards service prototyping and new
knowledge generation. Ultimately, research methodologies, and the outcomes of these
processesbhind stakeholders together through engagement in the design process.

Animportant outcome of design researetie the networks of peopléhat are cafted

through the process of delivering a research project. This network and infrastructure develop
operational capacities within teams, communities, and institutions. This increased capacity in
turn affords the potential to effect change working towards soarad economic benefit for

both the serviceprovidersand service userdrojects cut acrogbe sector and departments

to align objectivesand service users as participants pgowuser insight to inform delivery

and more tailored, contextually informedterventions.
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OVERVIEW

The design research landscapehis contextis developing in scale and interest. The last
decadehas seen an increase projects reviewing research in design for services (Sangiorgi,
2015; KimbeJl2015; Sangiorgi, Prendiville & RickéX814 Sangiorget al., 2015. This
complements those that review the impact of service design practice in the public sector
(Verhulst 2016) and the application of desied social innovation in public servicefi¢fpe

et al., 2016; Thorpe & Brass, 2012; Cruickshank015). The range of projects in the field
demonstratesthat there is a broad regional spread of projeatsth centres of excellence
distributed across thevhole of theUK This is supported byri&ch service design eesystem

of public, private and academic actoi.

Regional distribution

Activity is distributed across the UK with research typically uradert within departments

made up of art and design or computing and Human Computer Interaction (HCI). Design and
HCI have a close disciplinary relationship since they both broadly focus -@enised
methodologies. Design research in this space requirtesdisciplinary consortia and teams

from fields as diverse as health sciences, planning and architecture, politics or social sciences,
to name but a few disciplines collaborating on proje&igually important are industry
partnerships with LGOs, local authorities or councils e.g. London Borough of Camden, Bexley,
Blackburn or Gateshead or service design agencies e.g. FutureGov and Snook and working
with a range of private companies e.g. Seaod Veolia on projects. Academic research

across the region igrimarily supported financially by UKRI and European funding councils.

Research Funding

A review of funded projectBom 2007- 2025shows B universitieswere awarded UKRI

funding to conduct research specific to public service innova8onesearch grants, 1

research fellowshi@ Expanding Excellence in England research progaute} Doctoral

training centres have been awarded. These have been funded by AHRC, EPSRC amdl ESRC
Research Englandihere is adtal funded value of £9,100,059; of which £7,245,07%as

awarded by ARC in 22 awards, £22,012,580 by EPSRC in 8 a#/2)842,400 by ESRC in 5
awardsand£17,000,000 by Research Englam@ awards

10See Appendix 1 for a list of research centres and research profiles and Appendix 2 for UK and International
research organisations supporting design research in the psilidgce context.
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Research Organisations Engaged in Design Research in Public Services

1.University of Dundee

2.The University of Edinburgh
3.Glasgow School of Art

4. University of Strathclyde

5. Northumbria University

6. Newcastle University
7.Manchester Metropolitan University
8. Sheffield Hallam University

9. Lancaster University

10. Lougborough University

11.The Open University

12. University of the West of England
13. University of Reading

14. Cardiff Metropolitan University
15. University of the Arts London
16.Brunel University

17. Royal College of Art

18. Goldsmiths University of London
19. University of Brighton

Research Centres

CENTRIC: Centre of Excellence
in Terrorism, Resilience.
Intelligence and Organised
Crime Research

Sheffield Hallam University

Community21
University of Brighton

Design Against Crime Research Centre
University of the Arts London

Digital Health & Care Institute
Glasgow School of Artand
University of Strathclyde

ImaginationLancaster
Lancaster University

Lab4Living
Sheffield Hallam University

PDR International Centre for Design Research
Cardiff Metropolitan University

Public Collaboration Lab
University of the Arts London

Social Design Institute
University of the Arts London

The Digital Economy Research Centre
Newcastle University

The Helen Hamlyn Centre for Design
Royal College of Art

University of Glasgow
Northumbria University
Newcastle University
Manchester Metropolitan University
Sheffield Hallam University
Lancaster University
Lougborough University
University of the West of England
University of Reading

University of the Arts London
Brunel University

University of Brighton

Geographic Spread ROs

UKRI funded design research projects with public service focus 2007 - 2025

Source: Gateway to Research




Scotland

Scotl and’s approach to designing public services

demaocratic engagement. The vision for tBeottish Approach to Service $gnis that the
people of Scotland are supported and empowered to actively participate in the definition,
design and delivery of their public services from policy making to service improvement.
Research aligned with this directive is exemplified byDimgtal Health and Care Institute
Scottish innovation centre funded by the ScottigimdingCouncil Glasgow School of Aand
University ofStrathclyde are academic partners within the cerdrel areworking with NHS
services and businesses to innovathin public health. Alsdpoking athealth servicesthe
University of Glasgow utilises-design practices in thERIUMPH Networla research project
focused on education and social careetation toyouth mental health. The University of
Edinburghalsooffers exemplar projecta/hich aredeveloping critical frameworks to
understand the role of service design within a context dblpuservice management through
the CaVALH2020project The projecfocuseson evaluating the role of participation and €0
construction in public service innovation, management and delivery. tled/niversity of
Edinburgh mesearch irDesign Informaticexplores data drivenidital services in the
voluntary and public service sector.

England

In Englandcentres of excellence includmaginatioancasteat LancastetJniversitywho

have developed pioneering methodologies within a diverse design research culture and
portfolio of projects including PhD andgtgraduate programmes of study. Their work spans
a spectrum of design research working in industry, public and voluntary sector partnerships
and utilising approaches of edesign, design management, design fiction and disruptive
design strategies. Theiecord of accomplishment has secured Research England fuieding
the Beyond Imaginatioprojectthat focusson communities and the public sectas well as

a range of interrelated th@es to evaluatedesign research in public contexdorthumbria
University havalsodeveloped strategies in public service desig social innovation and
VCS contexts. N ®EBERCaBHgital EEcondiy Researcls GCanrpmmnstted to
social inclusiotthroughthe design of new digital servic&senable citizen participatiom

local democracy, planning, public health, social care and education.

Sheffield HallmU n i v e tab4livings adeading centre ithe contextof health Their
approach is to inform services relating to demographic change through product and service
innovation, developing marketable interventioaad applying useicentred and empathic
methods as well adiscursive and speculative approachtsproblematise the systemic
concerns in relation to health and wellbeing. Also, in Sheffield HalleCentric Research
Centrecollaborates across public, private anoluntary and communityectors

problematising and innovating in the security domtirdevelop digital interventions
supporting themes as broad as migrant integration and training emergency service first
responders through innovative use of ICT technologies,-csetred methodologiesnd the
development of serious games.

In Londonthe Helen Hamlyn Centre for Desighthe Royal College of Art (R@w)k

developed pioneering strategies time contexts of health and wellbeingvorking with the

NHS in innovating product and service systems. The BEAice Studihabis currently
undertaking work irthe contexts of social housing and public policy formulation. University of
the Arts London (UAlaJsohold numerous projects within its research centres and institutes
Ther focusis on prison and probation services through thesign Against Crime Research
CentreandLondon Coll ege of Fashi on’ dJURMcksi ng f
Collaboratio Labcollaborates with local authoritiessingassetbased methodologies to
address community need and develop strategic capacity within the local authorities. Within
London College of CommunicatiahUAL research and knowledge exchange activity have
pioneered the development of service design research. Analysing praetgzd activity and
policy applications, th&ocial Design Institutgynthesises UAL activity aisyenerating work

to evaluake andunderstand the role of design in social design and policy contexts.
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https://www.gov.scot/publications/the-scottish-approach-to-service-design/
https://www.dhi-scotland.com/
https://gtr.ukri.org/projects?ref=ES%2FS004351%2F1
https://www.co-val.eu/
https://www.designinformatics.org/
https://www.lancaster.ac.uk/lica/research/imaginationlancaster/
https://www.lancaster.ac.uk/lica/beyond-imagination/
https://gtr.ukri.org/project/E7A58D37-F67E-452D-A68F-55579A67CBB4
https://epsrc.ukri.org/research/ourportfolio/vop/force/GRANT/EP-L016176-1/
https://lab4living.org.uk/
https://research.shu.ac.uk/centric/
https://research.shu.ac.uk/centric/
https://www.rca.ac.uk/research-innovation/research-centres/helen-hamlyn-centre/
https://www.rca.ac.uk/schools/school-of-design/design-research/service-design-research/service-studio-lab-mission/
http://www.designagainstcrime.com/
http://www.designagainstcrime.com/
https://www.arts.ac.uk/colleges/london-college-of-fashion/about-lcf/better-lives/making-for-change
http://www.publiccollaborationlab.com/
http://www.publiccollaborationlab.com/
https://www.arts.ac.uk/ual-social-design-institute

In the south of Englandhe University of Brighton is engaged in research and knowledge
exchange activity through iSommunity21design agency and research group. Community21
works with communities, NGQimdustryand VCSartners to develp researcHed

innovation and address issues and opportunities for sustainable and social development.

Wales

PDR at Cardiff Metropolitan Univershgs driven innovation policy work and consultation on
public sevices across the UK and internationally. PDR has been active in advising and
developing design strategy within national, regional, and local governments throughout
Europe.

Northern Ireland

Northern Ireland iperhapsthe least represented region in terms of funded design research
in public services. This migi¢ a consequence ainly Ulster Universityspecificallyoperating

in the art and design contexThere is however a vibrant design and innovation culture within
the region. Ulster University are developitige Creative Industries Institutend thepolicy

and service expertise of PDR played an important role in establishing the Northern Ireland
Public Sector Innovation Lab (iLald)ich aimsto improve public governance by creating
space to generate ideas, test prototypes and refine concepts with beneficiaries.

Industry engagement

Design consultancies speciaigin public servicecontribute to the UK design research and
innovation landscape. These often have links with design academi&/KRIThe service
design agenc$nook for example, have been active collaboratwarith Northumbria
Universityin Identifying and Mapping Design Impact and Vallieey have also worked with
Lancaster Universitshrough theCreative Exchang®esign for Service Innovation and
Developmentand Service Design Research hifworking projects.

As a leading public sector service design agdaatyireGovhave collaborated with
Manchester Metropolitan University and Imperial Collégadonin Project REMeDY
Spearheading a Revolution in Energy Market Desighon UKRI supported projects
developingCommunity KitchensA Community Based Meals Service powere®bpCash
Independently, theyhave undertaken research to develop relational care services through
we:care- A 'Big Society" communilyased social care servicEhey have also partnered with
Newcastle Universitio supportthe EPSRC Centre for Doctoral Training in Digital @hdcs
Centre for Digital Citizens and the EPSRC Network on Social Jostiogh the Digital
Economy.

Thedesignresearch fowsocial innovation agencgTBYeliver academic research from within
aprivate sector contextAs a companySTBY havactivelyengaged with the academic
community anchaveled on the problematisation and contextualisation of public service
dedgn and desigited social innovatiolver the past decadeartnering with Northumbria
University UAL and the RGAthe UKandwith TUDelftand Eindhovelin the Netherlands

Largerprivate companiesnd strategic supplieralso lead and collaboraten research
projects. In this contexSerco Institute an inrhouse thinktank for the mukhational Serco
Group Plc- work across all aspects of public servidastitute staff are engaged in projects
across Europe to improve public service delivery through citzstred approaches to
innovation!! TheCapita Institutauses the innovation and research thinktank motbebffer
insight and direction to the core business operation of Capita.

In an advocacy and industrial development raltes Design Coungian independent charity
and the gover nme nisansctieadtorin this gpace. Mhe Desigourgin

11 See Unityhttp://www.unity -project.euy AUGGMEDttp://www.auggmedproject.ey EOPEMttp://eopen-
project.eu/
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https://community21.org/
http://pdronline.co.uk/
https://www.finance-ni.gov.uk/articles/introduction-innovation-lab
https://wearesnook.com/
https://gtr.ukri.org/organisation/EF390CF0-ECD3-47D8-B9A8-7602AF319BEE
https://gtr.ukri.org/organisation/EF390CF0-ECD3-47D8-B9A8-7602AF319BEE
https://gtr.ukri.org/projects?ref=AH%2FL013444%2F1
https://gtr.ukri.org/organisation/44160F04-5CBF-4E8E-A6C6-C0EF61A5865C
https://gtr.ukri.org/projects?ref=AH%2FJ005150%2F1
https://gtr.ukri.org/projects?ref=AH%2FK003607%2F1
https://gtr.ukri.org/projects?ref=AH%2FK003607%2F1
https://gtr.ukri.org/projects?ref=AH%2FK003607%2F1
https://www.wearefuturegov.com/
https://gtr.ukri.org/projects?ref=105843
https://gtr.ukri.org/projects?ref=105843
https://gtr.ukri.org/projects?ref=972129
https://gtr.ukri.org/projects?ref=971327
https://gtr.ukri.org/projects?ref=971217
https://www.stby.eu/
https://www.sercoinstitute.com/
https://www.capita.com/our-company/capita-institute
https://www.designcouncil.org.uk/what-we-do/design-support/design-public-sector
http://www.unity-project.eu/
https://eur01.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.auggmed-project.eu%2F&data=02%7C01%7Cm.malpass%40csm.arts.ac.uk%7Cf145a6c37ba940fb17fc08d7f7ef6fcf%7C8c6429c4167f477bb8cb77ee82758d11%7C0%7C0%7C637250480063329984&sdata=YGLs02D3uiwwOo1x%2FmPZI%2BTSl1D927m6KQjRBcnEZsg%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=http%3A%2F%2Feopen-project.eu%2F&data=02%7C01%7Cm.malpass%40csm.arts.ac.uk%7Cf145a6c37ba940fb17fc08d7f7ef6fcf%7C8c6429c4167f477bb8cb77ee82758d11%7C0%7C0%7C637250480063339977&sdata=ZmPyVLoO96q%2F9lyEQJKBXtw%2B2LXNKTPcuirJc8gysMQ%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=http%3A%2F%2Feopen-project.eu%2F&data=02%7C01%7Cm.malpass%40csm.arts.ac.uk%7Cf145a6c37ba940fb17fc08d7f7ef6fcf%7C8c6429c4167f477bb8cb77ee82758d11%7C0%7C0%7C637250480063339977&sdata=ZmPyVLoO96q%2F9lyEQJKBXtw%2B2LXNKTPcuirJc8gysMQ%3D&reserved=0

has worked witHJALto devdop the DESISJKnetwork of actors focusing on desidgd social
innovationandwith LancastetJniversityto developthe Service Design Netwoakross the

UK Contributing to Elunded research they partnered with Nesthe design agenchDEO

and abroadrange of academic partners from across the ElhenDesign for Europe project
This projectookedat how businesss, policymakers and public servants can change the way
their organisations work for the bettelhe Design Council also workgartnershipwith the
Local Government Association the Design in the Public Sector programrfi@isequips
councils with design skills and techniques to apply to service challéagjaeg theirlocal
communities and identiésinnovative opportunities to deliver positive and sustainable
change'?

Caoinvestment

In someinstancesindustry participation is costed intthe projectsthrough UKRI, EU and
public sector fundingo supportcrosssector university and industry activity. Theaee,
however, few examples of cinvestment or matchHunding from industry partners into public
service design research.

It is more typical in the public service context fiedustryto engageand invest through the
contribution of staff time and expertise tkn npdrticularly public sector partner§hisis
essentiato the operation ofthe projects.

The review of JKRFundedprojects demonstrates thatetworking and pilot projects tend to
progress to secure furthdundingfrom research councilas well agrivate and non UKRI
investment. Examplesf thisare detailedin Appendix?7.

Contract research

Contract research and consultanitgm within research organisations another model of
industry engagemenResearchers within academic contexts actassultantsand
universitiesselltheir research expertise and servicescompanies. Thigcludes
commissioning research, deveingdesign concepts and strategies, licencing product
innovations and intellectual property.

Knowledge TransfePartnerships

TheKnowledge Transfer Partnershig§T{) scheme supporttree-way partnerships

between Ukbasedbusinesss(including private sector, social enterprise or Aon-profit
organisation¥ academics with a relevant knowledge base and a graduate to lead a strategic
business projecfThe scheméunds projects with potential for economic growth and social,
cultural and environmental value.

The KTP database registers over 8,209 completed partnerships, including 534 partnerships
with adesign knowledge bas@hese ardargely held by engineering departmenthiavhave
partneredwith businessesvho manufacture products, none of theare applied b the public
sector contek 960f the completed partnershipare from aserviceknowledge basevhere
public authorities and public service organisatitiase had great involvement.

Examples of design KSiR public servicginclude

1 NorthumbriaUniversityand Age Concernow Age UKWorking togetherto
establish Service Design and USemtred Design processes through the remodelling
of a coherent suite of servi(@0©xR01)or ol der people's c
I TheUniversityd Edi nburgh’s Schoon’ ©ofp Drédtsn gms rainp NHS Lot hi a
improve public engagement and understanding with cancer prevention and early
cancer diagnosis |l eading to i mproved survival of pat
(20092012).

12See Appendix-8 for agencies and research networks.
13 See Design Against Crime Research Centre; Lab4Living; PDR.
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There is surprisingly limited participation fraimose with adesign knowledge base, especially
considering that somef the fundedKTPobjectives read as a design bri&f

14 For exampléto create and embed a strategy of engagement through which a series of innasalii®ns will be
devel oped; retur ni ng (Bamgside/MetnopotitanBordughdcClundil ant the Uniseesity of
Sal f or dStudies Umith2612015).
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SKILLS

The complexity oflesign in publiservicesdemands multifaceteéind multidimensional
practices Thiswork demands not only the skills of multidisciplinary teams for team
members to haven openattitude towardsthe boundaries of disciplines, the creation of
understanding and the formulation of action; to be transdisciplinary

Creative attributes of design researchers in this field are distinguished by the marriage of
“hard’ techni cal kis Thisblendetl, bften muldiisciplingsyeands o n a |
empathic skill set is importanfor design researcheit® have as they neetb engagen the
complexity that exigwithin the challenges faced within the public sectblowever, it is
important to stresghat the creative and technical skills of the designer differentiate design
from other forms of consultativevork such agpublic service management or social work

The ability to realise ideas, craft tools and experiences through the productjpimysfcal and
digital touchpoints, iterate through makingrototype services and experiences addvelop
design methods and processesrh scratch differentiates the practice of design from the
practice of design thinking.

Design thinking can be taughtrisctured and applied through the plethora of tools and
techniques availablebutdesign practice hathe agency to generate tools and techniques to
be applied among nodesigners. The development of contesgiecific tools and methods
andthe service prototypinglonethrough theseis salient within the field. A taxonomy of
skills and attributes igeneralised from literature, case studies and interviawppendix8.

Higher education

Internationally there are a range of specialised higharaadion courses that work with the
public sectotto develop desigmndresearch competencies within thiield. Typically these
focus onmethodology and frameworkwith a focus on user experiencéeyexplore the
realworld applications of servicgesignthrough models of challengeased learningsituated
projects andcreative designThe importance of design processes that involve collaboration,
participation and cecreationare commonly deliveredand training focuses on managing the
complexity in collaboratioffor example understating the ethics, project managemamd
leveraging behavioural insigh. crosssection of these courses isAppendix9.

Taught postgraduate courses are beginning to emerge in th® Jgecificallytrain and equip
students for PhBtudy. These courses are integrated into PhD prograes) extending the
typical duration offull time PhD study from 3 to 4 yearsr as a platform to develop the
necessary research skills required for Bibcomplex contgts. 1°

Doctoral training

Thereare arange of doctoral training programmeghere research centres and institutes are
developing PhD inquinyith anemphasison public service design researdimaining takes
various formats eitherthrough consortium projects with multiple institutions collaborating in
the trainingor through programmes held within centres of excellent®ining isdistributed
across the Uldnd consortia aréypicallyclusteredgeographicallyTheyinclude:

LDoc: Centre for Doctoral training in Design Research
LDoc is located in London. Funded by the AHRC, LDoc is a collaboration betwR€#the
Kingston University andAL. The Centre provides cross institutional PhD studentships and

15SeeEPSRC Centre for Doctoral TrairimDigital Civic$hD students spend the first year undertakargy

MResin Digital Civickefore progressing to PhD ensuring an appropriate skill base before undertaking research.
While not supporting direct progressiormeRoyal College of Art MRes programdedivers research training aligned
with the RCA course portfolio targeted at students who aspire to develop a career in research.
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training, working in collaboration with key industry partners including the Design Council and

Microsoft Research. LDoc trains doctoral students in a number of contexts but there is a

strong social design orientation within the cohort of studeatsl supervisory expése. For

example studiesrangefromt he i nter section of healthcare and design tc
health outcomes to the development of service interventispporting peoplesuffering

technology enabledéhtimate partner abuse It is difficult to undertake meaningfdesign

resear ch ‘incdorgests of dogiatdadigh and public service innovailiba

research iglependenton situated experiencebe it working withan NHS trust oby

embeddingyourselfwithin a chary. This expands thegstner organisatioh sapacity as they

benefit from the research insights of the PhD student.

Design Sta€entre for Doctorial Training

Design Stais an AHRGundedconsortiummade upof LoughboroughJniversity University of
Reading, University of Brighton, The Open University and Goldsmiths University of London
andis trainingdoctoral researchers service contexts. The cohort includes students working
at the interface of desigrpublicpolicy andgovernmentservicesas well as thosenproving
services in thevoluntary and communitgector inhealth and welfarecontexts

Centre for Doctoral Training in Digital Civics

The EPSRC Centre for Doctoral Training in Digital Civics partnership bbisveeastle
University Newcastle City Coungbateshead Counaid Northumberland County Coundéd
training a minimum of 55 PhD researchers between 2014 and.20@@livers training for
doctoral researchers/hich includesnternships and placements at leading charities,
companies andniversities. In developing competencies to operate effectively in this, field
PhD candidates study the social, political and economic contexts of citizenship, community,
and service provision. They undertake training in participatory methods, digitajrdasd

the development of digital service design.

Beyond Imagination

Supporting skill developmenBeyond Imaginatio2019- 2022)is a £13.2 million project
which explores anddemonstrates how cuttingedge design research caddress world
challengedor ahealthier, more prosperous and sustainable woRtiDsin areas ofgeing,
health andwellbeing,community andpublic sectorare developedand importantlyresearch
expertise inevaluaing and understanahg the role of design research in these contexts.

The Creative Exchange

The Creative Exchange (262@16) was one of thé AHRC Knowledge Exchange Hubs across
the UK.Led byl ancaster Universityn partnership with the RA &ad Newcastle Universityt
exploredthe concept of digital public spatkrough creative collaboratiomwith arts and
humanities academics, creative industry practitioners and doctoral candidates; generating
knowledge exchange opportunities, stimulating innovation and contributing to the
development of the creative economy in the UK. The thematic cliéticinnovation and
Democracyexplored trends in open data, citizen content creation and new approaches to
public service delivery and public governance.

Collaborative DoctoraAwards

As a model of supporting PBIh public service context€ollaborative Dodral Awardsoffer
particularly effective mechanisms for knowledge exchange and integration because of the
inherentapplied nature of the collaboration and the situated inquiyhepartnership

between the academic institutigreollaborativepartnerand doctoral candidatéacilitates
knowledge and ski#xchangehrough supervisiosandresearcheiplacemens. Additionally,
these collaborations may formalise institutional relationships. The mogriscularly
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valuable because established networks support the project infrasiringy and needs are
identified in the development of thpartnerships'®

Emerging activitie§rom doctoral training

Design research has a strong orientation towaadslressingcomplex social issuéRogers et
al., 2019) andhis emphasis ialsoevident withindoctoraltraining.Institutions all have

strong agendas to conduct research for social good, inclusivity and community resilience.

Projects are carried out with communities and users that they are intended to serve, through
processes of situated action and reflectiGthDprogrammes aim to develop researchers
capable of engaging in both muléind crosdalisciplinary research, anehjuipped with the
conceptual, technical, and practical ability to design, develop, and evaluate systemic
interventions. Relationships are built with project partners, drawing on networks or
experiences or through placements and volunteering. These imweeasiivities are

employed to gain access to the communities and organisations required to deliver impactful
contributions through the training.

Themes that emerge frordoctoral studydemonstrate that:

1 Projects areengagingvith the VGSsector: The OpenUniversity with Mind,
NorthumbriaUniversityand Newcastle Universityorking separatelyvith Age UK,
UAL with Refuge and Crigsisd University ofBrighton with Rural Action Sussex

1 Thee is increasing activigrounddevelopingtechnology driven service innovation
with attention paid to dgital participation.

9 Studies are increasing in a context of design and policy

1 Phsin this context typically include programmes of exchange or placesnent
whether formally structured through institutional partnerstgpr developed by the
students to situate the study and inquiry.

9 Partnerships or situatedPhDstudies where design resedris embedded within local
governmentor public service providerare not as evident

Challenges to retention in academia

It is not uncommon to findearly CareerResearchers (EGRwith fixedterm contracts

associated to a research project and/or zéraur teachingcontracts which extend on a

rolling basis dependg onyearly budges. Moreover, teaching loads often leave little time to
build researclprofiles These reasons make academia less attractiviiegign researchers

who, havinghe highly transferable skill set to conduct practitased research iapublic

service contexthave an advanced position in the job market. Consequently, many are drawn
to agency and consultancy work because of the appiegdre of the field and more

competitive salaies.

Nurse (2015and Rodgers, Mazzarella, and Conerii2919)argue thatECRarenot in a
strong position to apply for grantsthey are contingent on permanent contracésd atrack
record It is therefore difficult to retain academics working in this field.

16 Fa exampleDuggan(2017)
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RESEARCH

This section exploresurrent and emerginghemes in @ademic design research. These focus
on civic engagement, service innovation, dhe valuation of design operating in this context.

Open and democratic processes of innovatiwa salient in thestructure of research
methodologies and inforrthe research questions

Designrled civic engagement

Civic engagement and the development of creative consultation methodologiespogtant
within research projectsThe esearchdevelops andquestions the use gervice design
tools and cedesign activitieshat functionto enhanceoperational and strategic capacities

within actors engaged in projects. In all instances there is a focus on developing situated

design methods and evaluating the use and applicatioth@se methods. These
methodologiesare applied physically isitu but are increasingly supported by digital

resourcesand platformsThe esearch explorgopportunities for civic engagement and how

tools can facilitate empowering citizeby encouragingottom-up approaches to decisien
making Civic engagement exercises bring a citizentred approach to publiservices
providing a better understanding of social needs and divergent thinking toveesdkition of

compl ex problems that potentially | ead,s

2006; Davies & SimpR012. Salanis et.aR018)

Lancaster Universit, Glasgow School of Art
Leapfrog: Transforming Public Service Consultation by Design
Leapfrog was &-year research projed20152018 led bylmaginatio.ancastein
partnership withthe Glasgow School 8it' kistitute of Design Innovation and a range o
partners from the publi@ndvoluntary and communitgectors e.g. Lancaster City Counci
Blackburnwith Darwen Councénd Child Action Northwest#s a key example ofsignled
civicengagementthe project developed and evaluated-designapproaches to
consultationwith communitiesto inform public service decision makinghis addressed
the demand for more consultation arttle challenges created byraduction in local
governmentfunding to undertake such consultative practiddie team rar22 projects
through 83facilitatedworkshopswhichaccumulated in a series of consultation tools that
were codetermined and calelivered with project partners aliggd to their contexts and
agendasThese toolsare openly available affording local communities the ability to
structure and facilitate consultation activities in an open and distribuggste mof
engagement through théeapfrog platform Theteam questioned how this work can be
evaluated through a framework guided by applied ethicists to ensure that participation
the evaluation of the process was mutually beneficial. The ptajiticnately questioned
how design research can tr an s-flesignheconpuit énd
engage with communities through open source citiemtred democratic consultation
tools.
Outcomes include:
1 The development ofonsultation toolsand processs new tools,

approaches and practices designed to contribute to a change in culture of

how public sector institutions think about engagemenhis creates

capacity for public sector partners to engage and consult withouhted

of external expertise, thus savitige costof expensive outsourced

consultation services. Over the duration of the projeaapfrog aimed to

achieve a cost saving to the public sector partners of approximately

£500,000.
1 The project provides a caser citizenled consultation ané means to

coordinate and evidence perspectives through open, distributed and

democratic methods struared by designed artefacts.
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1 Informing best practice of edesign through the evaluation of the project
and the open access digital assets created for wide use.

Infrastructuring

The aimof many public service design research projester public sector employees and
usersto not only work with design researchers, liotunderstand and use design thinking
and practice themselves. Desigrocesses antechniques are developeaks transferable
strategiesfor non-designers with the aim of developing capacity and tools to be usediis
of dayto-day operations for those managing, delivering or experiencing the sefvisalient
theme explored through projects is desigrability to assemble public®nstitutedof diverse
stakeholders in address to the service(s) that are the faftise research activity. This
process ofissembling publicandtransferring knowhow through engagement tools and
strategies is termedhfrastructuring. Theeapability andralueof infrastructuring is explored
through design research.

Infrastructuringultimately broadens the view of what might be considered an innovation. It
moves away from a technocratic view of innovatifor example the development @in

artefact, product or atool, towards one that includes social innovation that arises out of
actions andinteractions within the constitution of a publié.Infrastructuring is not only a
process of calevelopment within a service conteXiut a process of alignirnte interests of
arange of stakeholders through the design research process. Three types of infrastructuring
activitiesemerge from work undertaken in this field

I Relational infrastructuringthese are activities that create shared trust and
value aimed at building relationships between the range of actors within a
project.

9 Operational infrastructuringthese are activities that develop and build
capacity and where participation within theqaress develops knowledge and
resource within the actor network.

9 Strategic infrastructuringthese are practices of participation that break
institutional silos, align agendas and create space for future innovation
resulting from interactions in the desigprocess.

7 For detailed accounts of infrastructuring in public services and social innovatidehse@008)Bjorgvinsson, Ehn
and Hillgren (201Q)_aDantecand DiSalvq2013); Thorpe (2019).
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University of the Arts London:

Public Collaboration Lab

ThePublic Collaboration Lab is a strategic research collaboration between local
government, the citizens they serve antlighereducationinstitution. Infrastructutingis a
key principlemethod and outcome athe project

Public Collaboration Ladngaged partners from within the public, private amluntary
and communitysectors includinghe London Borough of Camders St r at egy
department, Veolia Environmental Services, Iceni Projects and Age URubilie
Collaboration Lalwas developed on the premise that public services need to be radica
reshaped to meet the needs of citizens in the context of disfiimg public financing. The
project aimed to develop consultative practices specifically exploring the potential for,
value of, desig#ed research to address societal challenges and to inform policy. This \
achieved through a series of -ciesignprojectsto co-deliver public services.

These ‘public and coll aborative’ appro
the team describe as ' s er vuisceePrsjgasraddiessedp
challenges and service areas sasthow to consult more meaningfully on public issues
such as the future of libraries and the planning process; finding ways of increasing rec
rates; dealing with the effects of overcrowded housing and reshaping youth centres ta
facilitate the integation of Youth Services. The activities ereghgommunity groups and
the team of designers increased capacity for local government to engage with service
users. The open and collaboratikesearchprocess engaged actoasid made visible their
experiences, concerns and desires in relation to the issues and services condlicidsed
identified and prioritised challenges and opportunities for interventiofihe work
collectivelyenvisagecthew ways of addressing these challenged apportunities.The
process cut across different departments within the council, aligning interests betweel
different members and service delivery partners. The outputs of these activities includ
rich qualitative insights that have supportdécision making and priority setting in the
London Borough of Camden, as well as affording insights aroundszogwal
collaboration to stakeholders further afieldoth nationally and internationally.

Outcomes include:

9 Building sociatlesign capabilities and developing advocacy for design in
public service contextwithin design educatioriThe PCL has informed
changes in the design curriculum to promote collaboration with local
administration in public service contexts.

1 Developingunderstanding within the council of the strategic capabilities of
the design proces®speciallywithin departmentssuch adntegrated Youth
Services, Planning, Building Control and Development Management.

1 Extending the network of public officerand design researchers seeking to
collaboratethrough the dissemination of the work within and across each
organisation

1 Establisinga communitybased makespace from which to coordinate
future PCL projecthirough crosssector funding Relative to this activity
and infrastructurethe PCL has secut&uropean investment to explore the
role of place basedjesigried innovation to support citizenentred service
innovation and delivery ithe London Borough of Camden.
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Development of relational services

Anotherimportanttheme that emerges frondesignresearchin this contextsidentifying,

supporing and develomg structures that supportelational servicalelivery.Relational

servicesare a specific kind of collaborative servinevhich participants are not only active

co-producers but also need to interact with others in a highly personalised veayiring

specific interpersonal qualities to operate, such as trust and famili&ities of clients and

providers are interwoven and t oQpita2099; t hey produce
Cipolla and Manzin2009) Again.through cedesign guided by principles of care andist,
assetbasedapproachesempathic desigrand qualitative mapping processean contribute

to relational service

mo r ¢

Glasgow School of Adnd the University of Dundee
Future Transitions in PaHtive Care
Funded by the Scottish Universities Insight Institute (SUII), the Future Transitions in
Palliative Care programn{2019 exploresthe future of care for people living with life
limiting conditions to build a contextual understanding of care nemutscope future
personcentredcare models. The programme engagéakeholders to explore and
roadmap future palliative care transitionShe process shaseesearch evidence gathered
from lived experiencesf people with life limiting conditiondt facilitates knowledge
exchangeby bringing stakeholders together with policymak&ysdentify key policy and
practice priorities for future palliative care needs. The progranastablishes a platform
for innovationthrough relationalservices angbractices for people living with life limiting
conditions. The approach is underpinned bg need to develop innovations based on
informed conditions and principlébat placeinteractions between peopleand their care
circle at the core of care delivery
Outcomes include:
Understanding where poliognablespalliative care transitions
Understanding the role of community in providing support in palliative .care
Translating research infoestpractice and implementatio.
Highlighting the importance of narrative and stories in both informing and
underpinning policy and creatiran accessible language for communicating
and translating experiences.
I Identifyingt he need to insti/l an ethos of ¢
There is need to look at integration lrealth and social care in isoadest
sense, wrking across boundaries to bring everyone involved in the care of a
person and their family together to understand roles and skills.
1 Bridging lived experiencesd policyintent.

il
f
il
f
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Cacreation of value

Codesign participatory design, civic engagement ar@areationare terms commonly used
in design forpublic servics. In these approaches service is created iteratively with input
from citizenson a spectrunrangingfrom consultation to collaboration. In public
management literaturethe CoValprojectadvocates for co-creation as a fundamental
requirement for successful public services, rather tsamethingnice to haveln this
context, Mureddu and Osimo (2018istinguish between intrinsic ecreation whereby
service users have a passive role and their data is used, and extriftseation as calesign.

Design research in public serviqauts citizens at the centre of public service provision by
changing thevay services are designed and implementié@nables collaboration within the
organisational structure of public administration, with the potential for addressing public
service challenges and opportunitibslisticallypbeyond the department that owns ¢
problem.

Design researctherefore co-createsvalue through the public service journaarting with
creative approaches to public engagement and consultatioro-designingthe public service
offer andthe co-deliveryof relational infrastructures that emerge throughe engagement.

As designers and researchers pursue the goals of soemjpged design, and strive to
infrastructure projects alongside communities, or publics affected by a common matter of
concern, a sees of ethical considerations are raised relating to how valuable participation is
and who is it valuable fothe individual, the councir the research project?

It istherefore commonfor ethically orientated evaluative frameworks be designednto the
research methodologie® question the role and impact of the workor example, design
researchers on Leapfrog worked with applied ethicists to inform the public engagement
the PublicCollaboration Lalwvorked with the Institute of Government to evaluate the project.
Driven by expertise in public service managem#re CeVALproject looks to apply critical
frameworks m publicservicedesignfocused on theo-construction of value

Civic engagement Codesign Codelivery
Citizens engage in local decisiol Citizens take part in designing Citizens take part in delivery
making through institutionaded  the specifications of public of public services

methods, achieving different services
degrees of participation and
power-sharing, e.g. public
communication, public
consultation, public engagemen
Tablel Citizen participation in public servi&alinas et a(2018).

Open innoation

Open innovation is a governing principle within this practad@ch focuse oncivic
engagement and participatioft advocatesrosssectorcollaborationin the public service
contextandrequiresutilising a wide range actorsto contribute to projects Outcomes from
research projects are openly shared and distribut@éncourageteration and further
developmentof the projects and initiativesThis activitycan lead to enterprisepinoutsand
create conditions for followon funding.In open innovationit is fundamentato integrate
research and innovation activities in rddé& communities and situationshich requires an
acute understanding of all potential acto%

18 SeeChesbrouglt{2003);Chesbrougland Bogerg2014); Thorpe and &nman (2016)Marceland Gasco6 (2017).
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University of the Arts London:

Design Thinking for Prison Industries

Delivered by the Design Against Crime Research CEWM€RCniversity of the Arts
London with HNP Thamesidethe Design Thinking for Prison Industr@®ject
demonstrates how design can contribute by developing tools and technigussij
address recidivism by reframing prison industries as holistic 'creative hubs' to equip
inmates to find employment opporttities when they are released from prison.

Across the world inmates often work for prison industries to keep busy, aaimcome
and learn new skills that may lead to future employment opportunitié@swever,prison
industries rarely focus on creativeitikingprocesses so prisoneasen't asresilient in the
highly competitive and changinvgorkplacesonce they leave prisarixpectations of
employment are often not met amongst marginalised groups, who in huge numbers fe
find legitimateemployment and thus resofiackto crime. Reoffending costs the taxpayer
an estimated £9.£13billion every year equivalent to 10% of the entire NHS budget.

Design Against Crime Research Censesthe design process to address the gap that
currently exists between 'vocational' and ‘educational’ approaches to iserea
employability amongsinmates. Theprojectintroduced a design training programme and
studio where inmate learningccurredin pragmatic vocational contexts. A series of anti
theft bags wereproduced,with inmates engamgin a cedesign process tmake the
productsto protect potential victims from crime. The -@esignmethodempowers and
builds empathy among the participants. Ultimately this functioned to deliver a form of
‘restorative justi ce]aswelagereiathgamrgome strieaenr
for prisons.

Recognising the social and economic valu¢hefresearchthe project received further
investment from Serco and Able and Caesstablsh a design studiwithin HMP
Thameside prisoto producethe bagswhich weresold through theAble and Coé website
with profits going to the charity Sue Ryder

The training materials are openbvailableandwere developed through processes of ope
designascommentsandfeedback regarding contentas offered anatonsidered

The partnershipsinfrastructureestablishedandthe innovation principles applied were
leveraged to securturther fundingf r om Her Maj esty’'s Pris
(HMPPSio useco-designto develg safer cell furnitureo be produced by the UK prison
industries.

Outcomes include:

1 Inmate skills developmerhrough teachingreative design technique$he

downloadableteaching materials araimedat prison staff andeducators

who wish to teach design in prison independently.

Certification processes for inmates and volunteersdioognse learning

The project reached almost 100 prisoners and continues to raise small

amounts of money for charity.

1 The'Makeright range of antitheft bags and accessories-designed by
prisonersandsold online.

1 Working inside the prison contekBisinformed further cedesign efforts
and projectssuchasthe Safer Cell Furniturprojectfunded by HMPPS.

= =
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Coordinated effort and support networks

An emerging themén researchand consultancycontextsis the development of digital
Business to Busine§B2B)- or organisation to organisationplatforms that mobilise public
sector and VCS expertise and collective intelligence, sharing knateside and across a
complex network of organisatiorie share best practice and resource.

Scaling Up Leapfrofpr examplegstablished an open repository of tools for civic
engagementvhich areavailableto a diverse range of organisations, sectors and contexts to
improveengagement practice the public sectorPatchworkdeveloped byFutureGov offers

a digital platform that connects care workers across agencies, revealing the hidden network
of support around a service user, so that they can offer a coordinated care res|8srsee
Recipes for Charitiedeveloped byCatalyst, in collaboration with Snook and FutureGov
sources examples of digital solutionglie VCSand shares them as practical guides
straighforward implementation.These coordinated efforts and open networks offer further
evidence of the open innovation principles that are salient in the public service context.

Emerging opportunities for research

Anticipatory innovation through speculative service design

An emerging theme within public service design research is anticipatory innovation. This
activity focuses on recognising and engaging with significant uncertainty about not only what
works, but also what is appropriate possible in future service developmeBpeculative

design practice is used to question the potential applications and implications of future
services. Through scenario building it uses the design of objects, situations and narratives of
use and interation to vision how these developments might manifest in future. The aim is to
engage publics within the range of concerns that are explored and to learn from this
engagement. As a field of practjcewas developed within research orgaaiions and has

ganed traction in government contexts. Policy Lab havesatilthe methodologyto explore

how speculative design can be used for service design and future policy scenarios in contexts
of open justiceandexploredregulatory need in thenaritime sectorfor the Department of
Transport. Inthe 3-month pilot project ProtePolicy(2015, PDR, Lancaster University,

Fal mout h Uni ver $arty Rarli@nerdarytDésgn addinnsvatidrbup

explored how design fictiondfictional speculative scenariegould help politicians and civil
servants engage with citizens speculatel the future implications of policy initiatives in
responsetp a r t i amndprstamding sf upcoming public policies relating to issues as
broad as data privacy and euthanasimanother key examplehe UK Government
Foresightlepartment commissionethe research consultanc8trange Telemetrto explore

the ageing populatiora n d ¢ iperspectives 'argl expectatiows the future.

StrangeTelemetry:

Speculative Design and the Future of an Ageing Population

Speculative Design and the Future of an Ageing Populétih) demonstrates the use of
speculative design techniquedndertaken by the design agency Strange Telem#igy
project used speculative visioning methods to propose and reflect on the future of wot
services, transportation, and mobility with a timeline working towards 2040. Several k¢
themes emerged, includg the need for communityand associated fear of isolatierand
for the wider support and investment needed to address this. In discussions around w
coul d be do foethefuture,'participapteawere ‘asked to consider what they
could do asndividuals (e.g. saving for retirement and keeping abreast of digital skills),
and what would requirdarger, systemic, interventions (e.g. civic plannimngnsport
infrastructuresandlargescale skills training). The engagement methodology through ct
design workshops and speculative design propositions demonstrates the role of desig
context of anticipatory innovation and developing insight into keeigm trends in service
developmentusing design as a form of public engagement
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Creative disruption

The Open Data White Paper 204r2d the increase of open data made available by local
authorities has supported the development of civic technology. However, a decade after
pioneering projects like Open Data Manchester (200%re isstill a long way t@oto
achieve an open and trustworthy data ecosystenhmpublic sectorpne that isuseful tothe
public sector and businesses aliBdg data has great potential but also limitations such as the
integration of different data sets due @lack of standards acrossgangsations andexcluding
the population who are not digitally active. The usdtitkdatato complement the
limitations of big dataand achieve a more ethical approach to represent citiz#lnstratesa
design research approadhthe field of emerging technologies. Whilst big dateovides
insights intowhatis happening, tltikdata provides deensighsinto citizens lived
experience andvhythings are happenindgdrawing on ethnographic approachetesign
researchers generate rich citizen stories that, together with big data, achieve a much
complete picture to inform policy anskervice innovatior{Siodmok 2020.

Looking at recent public procurement as an indicdfiarssell2019a) investment in
advandngtechnologies has almost doubled in the last tyears Atrtificial Intelligence (Al

was the most popul ar emerging technology,
Al (2018. The development of Al is linked to big data gimcthe public service context
specifically to the digitalisation of services &hd generationof vast amounts of data from
citizerisinteractions with digital services. Not surprisinglythirs context, Al innovations are
mostly relatedto the personalisation of service provision. Internet of Things (IoT) also plays
an important role irthe generation of data from interaction with connected objects dhe
development of services.

Human and morghan-humancentreddesign speculative criticatlesignand anticipatory
innovationapproaches play a key role in exploring opportunities, uses and miasesll as
the ethicaldimensionsand unintended consequences of new technology developmiants
publicservices. Salient examples of these design research approaches to emergent
technologies in public servicese:

TheUninvited Guest§ilm by Superflux2015)whichexploressmart care services and
unintended human behaviourSuperflux ssearch was commissioned by Thing Tank, an
international consortium includinthe Centre for Design Informatics at the University of
Edinburgh that sets out to explore the potential of IoT and identify novel applications through
design research.

The Futue of Government 2030+: A Citizen Centric Perspective on New Governance Models
projectc ar ri ed out by the European Commi ssion’
with the Directorate General for Communication Networks, Content and Technology (DG
CNEQ)In 2018 Theproject s a i nreimagire thet fudure of government, exploring how

the future relationship among citizens, businesses and governments would eamigalering
emerging digital technologies. JREU Policy Lab commission@&uropean design schools

to enablecreative speculationsen possible alternative models of government. In the UK, the
Public Collaboration Laat UAL(with the London Borough of Camden and London College of
Communicatioh s MA Ser v i ¢ eeliveredsevegproposats of futue models of
governance and service delivery, such as government as an insurance company that in
collaboration with privatedata companies uspersonal data to issue individual risk
assessments, citizens as paid policymakers via Unlv@aséc Incomand proposals for

digital democracy platforms.

Innovation in public procurement

Appropriate public procuremerpracticeshave animpacton the capacity for an orgasation
to innovatetheir public service provisiofBason et a].2013) The Public Servic&ocial Value
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Act 2012 askpublic authorities to consider economic, social and environmentaketig in
connection with public service contractd

In 2014 the Cabinet Office introduced new procurement regulations seekieghance
innovationin public servicednnovation Patnerships (IPs) allow for the procurement of
both R&D and commerciakrvices anare better suited for collaborative innovatiofi.ocal
Government Associatiom.d.). IPs encourageusingprior research talevelop theservice

specificatios. The Chi l dren’s I nnovation Partnership (ClIP) bet we:e
Counci |l and the national charity Barnardo’s is an exampl
features ‘a | evel of flexibility and innovation not usu:

contracts [ ..] achieved t hrdesiggghetp@duiemegt a cr eati ve approac
p r o c(Bublie Service Transformation Acade2y19) The partnership aims to develop

flexible and responsive h'i | d r e n’ service®vath eanew apm@oadh to procurement

and contractingone that irvolves assessing the suitability of potential partners rather than

procuring a specific solutom he contract was awawhbbadeah o Barnardo’s in 2C
in-house service design capacity as part of their Digital & Technology(ida@irr, 2019)

Innovation in public procurement encouragi@vestment in the development of innovative
public serviceslt also offerdransparency and accountability ftre stakeholders involved.
TheCIP example demonstrates a role €tasignrled participatory practicesn IPs by
contributingto developing service specificatisand procuremenstrategies

Innovative service and business models for social value

Public sector collaborati@with external orgarsations to deliver public servicéisrough

outsourcinghave increasedThe rationale behinthis outsourcing is thatapplying market

mechanisms and private sector expertise to the work of government can reduce costs, raise

guality and achieve wider benefits such as innovations
(Sasse et gl2019,p).However, there is a ‘Il ack of substantive evide
outsourcing i n ¢MJDandNE#R.yagd censedquendlyugaviernniegts lack

the evidence to inform current decisions on how besteliver service.

An analysis of outsourcing in 11 sectors suggtbstt it succeedsn improving public service

efficiency in some but not all sectofSasse et 312019) Evidence suggests itrisost

appropriate for ‘support ser,gateingand such as waste coll ect
mai nt enance, Whienree asse rfvoirc e sf’r soained prisdmsy man ser vi ces'’

healthcare, employment services or adult social ¢tre picture is more mixed-or example,

in areas like probation outsourcing has failed.

Forprofit service Public service

Retention of customers and repeat Repeat business is likely to indicate servict

business is thessence of profitability failure, e.g. social services

Customer engages voluntarily Citizens engage unwillingly are coerced in
public services, e.g. prison service

Clear customer segment Citizens are afféed by the outcome of
public services even if they are not direct
end-users

Clear value proposition Multiple stakeholders with different (and

conflictual) understanding af successful
outcome, e.g. local planning
Table2 Example of differences between public and private service affecting value cr&zhmone
(2018)

Commentators also note the need to fundamentally change putislicate partnershigfrom
an approach that is transactional to one that aims for social impact and is underpinned by

19 SeeTussel(2019b)
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creativity, collaboration and setfetermination, values akin to design practice and research
(Walker and Lawsqr2018)
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Valuation

Design research challenges narrow accounts of vaMakie is multifaceted and should be
approached from different and (often) conflicting dimensioBssign research deals with
complexity andambiguity andaffords constructing a coherent narrative from disparate

voi ces. For example, Participle’s valuation of Circle L:«¢
‘“money saved; out come s tofsatuiorg onjgcanes) andaapabiityt h a cor e se
data (a core set of indicators (Cottampmhde mented with qualit:
Dillon, 2014)

There is general agreement within the design research community in this field that evidence
of the value desiggenerates should bmore systematicalljnterrogated and articulated

This is not without lsallenges. The value of public services is comgek covers social value,
amongst other KPI€onsequently, public service innovation must be accompaniediust
frameworks of evaluation

Emergent design research is concerned with developing strategesaluate theimpact of

design practice and researahpublic services. Open Valuati@a collaborative research

project between Lancaster University atiek Cabinet Office s O p e tion Teamwbicha

has developed toolbased approach to valuing entrepreneurial and innovation practice.
Moreover, the UAL Social Design Institute is leading research on (e)valuation with a focus on
participatory design and design for social innovation.sehigitiativesfocus on the

development of evaluative frameworlandlongitudinal studies to better understarttie role

of participation andhe legacy of projects within the communities that are engaged in the
design processThey also evaluate tholicyimplicationsrelative to the design research.

Designing the new normal: PosIovid-19 public services

The ©vid-19 pandemic has created a highessure environment in which the lines between
government agencieshe public and other sectors have all blurriexthe publicinterest As a
result, companies and charities have been working with public bodies on procuring medical
components, manufacturing ventilators, establishing medical facilities, creating digital
products, mobilising volunteerand much moreln many public bodies, the pandenapidly
surfaced ideas for longgerm change that would make public services more resilieost
effectiveand efficient In the three months that this review was conducted saw
unprecedented service prototypingervice developmerand responses from the degi
research community.

Design research and reflexive methodologaesbeing used to capturasighs. The aim is to
inform and prioritiee future developmentsreflecting on therapid processethat were
employed in managing the crisis as it unfoldkrthis context, UAL Social Design Institute
i ssued a ‘ ddkmbell2020)teguipgetha rdpidruse of design expertise to
respond toCovid19and its consequences, followed by a call to collaboratively
#SketchPostCovidFutu(&AL Social Design Institu2920) Beyondimagination respnded
through projectssuch aDesign for Recovery and Resilienaavit19 and postCovid-19 and
are developingienerativemethodologesfor the design andmplementation ofsocial
distancingmeasures

The pandemiaffordsmany opportunities for design interventiandthe expertiseof design
research For exampleworking to support and develop thelationalservices that were
activated amidst the pandemic e.g. GoodSand learning fromthe resilience within
communitiesand frontline staffin orderto innovatethrough experiencéased cedesign.

While the pandemic brings challenges and complexity to pubtideess, design research is
equipped with an appropriate set of skills, competencies and capabilities that can be applied
to postQovid-19recovery Examples are detailed in Appendix 10.
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PARTNERSHIPS

Design research ipublic services is contingent on cressctor andcrossdisciplinary
partnerships. The engagement of policymakers, social workers, public service managers,
psychologists, health experts, applied ethicists and social scientists in interdisciplinary
practice is evident in projects across the fidtds also clar fromthe projects surveyedhat
they allaimto engagecitizensin the caconstruction of services or the amnstruction of
insight that works toriform the researchlin constructingpartnershipsthe Quadruple Helix
Innovation(QHI)modelcan beadvocated as an overarching and synthesising principle to
structure the collaborative partnerships within the public service confElxe model
recognises that mximity between key actors in an innovation system is important for
knowledge transfeand offers a resilient space for innovatiéh.

QHloutlinesfour major actors in the innovation system: university, policy, industry and

society. Successful public service design research requires participation from actors across all
these sectors. As a framewQi®HI articulates the potential valu# interrelationshps

between actorsThis model can help produce more welcome innovations since it aligns
stakeholdelinterests and everyonegairs greater access to and influence over the innovation
process and its results.

Using the ®llmodelin the development of aerviceinnovation can lead to more successful
useroriented innovations Srvice users will be more likely to accept and use the innovation
as they have gained understanditigough interactions in the project.

The following orgnisations represent the key actarsdesigrled public service research.
Building relationships betweeihese actordgskey in a projecs development and
implementation

1 Local Governmen©Organisations(LGOS)

Collaboration and partnerships with LGOs responsible for serngessential tosituateand

deliverthe researctproject. These relationships provide necessary access to project

stakeholders and service participants #nportantconsideration in all projects is securing
sponsorship and advocacy at leadershiima nage ment | evel s. An organisati on
team needs tainderstand the strategic capacity of design. Higyel buyin is required from

the outset, otherwise projects may lack sufficient prioxitiich couldpotentially jeopardie

subsequent efforts.

s |

1 Voluntary andCommunitySector (VCS)rganisations

VCS organisations are engaged in service delivery and like local authorities situate projects
within specific service contexts. These partnerships appear to be particularly salient in
doctoral projects undertaken within this context.

Partnering with comranity organisations isnportant for civic engagemenand

understanding local and/or specific communitidiese organisations often have established
networks and the trust of community members. Interaction through these organisations
supports initial pragct infrastructuring. Community organisations provide points of acteess
community networksand knowledgehat is essential in citizeitentredapproaches to design
research.

1 Multi-national strategic suppliers

20 SeeBoelmanet. al (2014)Schiitz Heidingsfeldeand Schraudner (2019); Thorpe and Gamman (2019); Hasche
HoglundandLinton (2019)
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Around athird of governmenspending goes othe procurement of goods and services from
strategicthird-party suppliers. Within these corporations there are cultures of innovation
focused on the operational delivery of public services. Developing research relationships with
thesesuppliersoffers opportunities for knowledge exchange and integration.

Newcastle University:
The Centre for Digital Citizens

The Centre for Digital Citize(GDC}2020- 2025 addresgsthe emerging challenges of
digital citizenship througnclusiveand participatory approaches to the design and the
evaluation of new technologies and services that support 'snaad"data-rich’ living in
urban, rural and coastal communities.

Through processes @HI technological innovations are eweated between academic,
industrial, public and third sector partners, with citizens supportirgco-creation and
delivery of research.

Through these activities, CDC aims to incubate-lesesocial innovation and stasnable
impact for the Digital Econon({DE) The frameworlusesdesignl ed ‘i ni ti at
(e.g. participatory design workshops, hackathons, community events, citizen labs, oper
innovation and ceproduction platform experiments) to support the -@peation of research
activities. Innovation Fellows (postdoctoral researchergjag in a 24month social
innovation programme within the CDC. This mldé¢sign for social innovatigorojects within
interdisciplinary, multistakeholder teams, including academics and-esdrs (e.g.
community groups, NGOsharities,governmentandindustry partners). The outcome of
these pilotsisthe development of further collaborative bids (Research Council / Innovatt
/ charity /industry funded), venture capital pitchespinoutsand/or social enterprises. In th
way thecentre actsas a catalyst for future innovatieiocused DE activity.
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RECOMMENDATIONS

The following recommerationslook atwhere and how universitjed design research can
best partner with norHEI, government and industry to create positive economic, social and
cultural outcomes for the whole dhe UK.

1. Increase awareness of how design creates hlghel societal and economic benefit in
the public service context (valuation)

If the value of design is difficult to articulate, then it is difficult telmyard stakeholdersThis
could be achieved by:

1 Includnga Work Package dedicated to articuetmulti-stakeholder and
multi-value perspectiveon the impactof design researchn public services.
This should be developed in close collaboration with public service
organisdions.

1 Developng creative approaches to evidentmsed valuation, combining
guantitative and qualitative (desigled, ethnographic, and participatory)
methodologies.

1 Exploingthe potential of setting a minimum percentage of total resourtes
be dedicatel to valuation. For example, ImaginationLancaste¥ investigating
the benefits of allocating 8% of project resources to valuation.

1 Developng narrativesaround therole of design research in collaborative R&D
consortiain order to communicate the strategic capability of desiggpecially
when design is not the academic lead

1 Focuingdissemination towards public sectorganisationsn order to
communicae the straegic capability of desigmore broadly

9 Structuing fundingschemeswith the follow-on phase built into research
projects This wilupport longitudinal (e)valuation and buitdbust evidence
for the value of design research. This follow period might not be
immediatelyimplemented as the project concludes but following a period of
incubation b testthe sustainability, impact and resilienoé the research
outcomes

2. Developbusiness innovation in design research projects

Sustaining iitiatives that are born out of design research projects is a challenge.
Projects typically end whethe funding ends. Developing schemesd targeted
supportfor enterprise developmentandleveragingthe networks formedaround

the research undertaken in the projeetould be ofbenefit.

This could be achieved by:

1 DedicatingWork Packages to explore opportunities that capitalise on design
research project s’ withntteiaigbleveragaspimbuti nf r astructur e
andenterpriseopportunities earlyon during the research.
9 Structuring projects and funding calls using principles of @Ebrporaing
entrepreneurial capability and capacity in the research teams$exploiing
interestfrom for-profit organisations, philanthropic organisations and other
partners.
1 Mentoring from diverse disciplines as a way of ensuring that design
researchers and organisations have the capacity and capabilityakimise
impact.
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1 Developng knowledge exchangschemes, similar to K§Rwith a focus on
public service mutual SMEs ad social enterprisgeusingthe infrastructuring
methodologies evident in public service design research.

3. Develop capacity and capability through strategic partnershipgumblic service
contexts

Design research collaboratiormanafford experimental spaces for innovatitmtest
alignment between policy and the practical implementation of services.

Thiscan befurther developed by:

1 BEmbedding employees in research projetrisallow public sectolorgansations
to move from reactive processéswards strategic planning focad on citizen
centred outcomebased approaches.

1 Developngembedded collaborations withublic sector organisationsuch as
fellowships residenciesor Collaborative Doctoral Awargwhereby design
researchercantake an insideiblendedperspectiveon the challenges facing
the organisation These collaborations wallsoequip desigmesearcherswith
expertise in policy, public service management and the challenges around
specific public service areds will contribute to buildingrusted networlks of
stakeholders to identify service challenges, opportunif@sservice
innovation and new seree developmentand to leverage funding’hese
collaborations would also create design advocacy and capability in public
sector organisations.

1 Quadruple Helix Innovatiostructured calls with the requirement of
identifying governmenand @mmunity organisationsuniversities and
industryto be actively involved in the project. Research topics under this call
might be related to the development of IP, upstream engagement to inform
procurement decision making, commissioning inssgint user choice iiormed
by citizenrcentred methodologiesr focusng on knowledge exchange and
spinoutscontributing to public service innovation.

4. Skill pipelines

The embedded nature of public service design research requires advanced training in applied
ethics related to calesign and participatioto equipdesignresearcheravith the skill set
needed to act within the public sphere

These skills can be developleygt

1 Embedlingdesign research and knowledge exchange activities in public

service contexts into the graduate and postgraduate design education

curriculum. This offers a means to encourage both public sector and design

research career pathways among gratksand often developsopportunities

for volunteering and internships.

Facilitatng public sectoplacementsor design researchers.

Gontinued ProfessionaDevelopment(CPDJraining partnerships targeted at

public servantdo build understandingandaddressing skills gapEo acredit

these schemes through university award structures and build into public sector

employee appraisalchemesgo recognise and formalise-kind contributions

and learninghat are evident ircollaborations.

9 Public service and policy training programmes for design resear¢bers
increase skilladvocacy and awareness.

9 Design research training programmes for public servants to increase skill,
advocacy and awareness.

1 Trainingin applying for funding across sectors.

= =
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5. Support for design EGRn public service contexts

Shortterm contracts and high workloads limit the capacity of designsiECR
engage in bidding processes aelelopingdesign research public service
contexts.

This could be addressed by

1 Develogngrapid, flexible andnicro ‘light touch fundingschemeg£2k - 15k)
to support ECR research in public service contexts.

9 Establising thematic networked clusterto develop a community of practice
in public service design research across UK research organssatiwmse
should be gided by centres of excellence to incluehentoring from design
andnon-design academi¢ss well asepresentatives from public service
organisations

6. Enhance reporting mechanisms

1 Develop guidance for project reporting with a specific focuswayfurther
funding leveragedThe review revealed potential data lag and omissioof
evidenceof non UKRI investment in public sécedesign research leveraged
from initial UKRI fundind>evelopinghe evidence base of further non UKRI
investmentwill demonstrateprivate organisatiotsinterestin supporting
research and recogresthe social and economic value of projeaighis area

1 Develop mechanisms to quantify savinggublic service provision that stem
from design research itime public sector

1 Develop mechanisms to report and quantify the impawtl legacyf design
research such as related funded research, entrepreneurial activities and
venture capital.

7. Developthematicdoctoral training

In leveraginghe sharedexpertie of centres of excellence, there is scope to
developtraining consortiathat are thematically rather than geographically
clustered. The focus of the consortia shoulddvezen by public service challenges
anddeveloped in partnership witrelevant public sectororganisationsfor-profit
think tanks, CSR units, SMEscial enterpriseand VCS organisatiotsgether

with centres aligned in terms of expertise

Such grogramme vould support crospollination between (desigrgcademisand
the public sector Informed by QHI principledoctoral training shoulddcus on
public service improvement and innovatidmoughin-house andpen innovation

8. Problemsolving and anticipatory innovation

Because of the negerm challenges exacerbated by Coti#@, public service organisations
require very practical, logistical support to create equitable public service provision for the
most vulnerable communs and extremausers. In the recovery stage, rtiekrm challenges
where design research can contribute relate to valuation and scaling out what works and
developing a coordinated research effort to identify best practices. Additionally;terng
sustainalility can be addressed through design research for anticipatory innovation to scope
more resilient public services and therefore promoting a culture of responsiveness and
innovation with a strong focus on sustainability.

9. Explore opportunities for cenvestment of design R&D in the context of public services
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Capacity to fund acadeioresearch could be developed by:

ll

Strategially explaing and aligninghe objectives & public sector

organisatiors seeking to join forcem this spaceleading to tangible and
transferablepublic service innovations

Strategically aligningublic sectoiinnovation budgets with design research
projects, as well as timings, to meet their operational objectives

Offering consultancy services to thalgic sectorfor exampleco-design and
participatory expertisen civic engagement and delivery

Looking at funding opportunities in the areas where impact is intended. For
example, Interreg Europe financed by the European Regional Development
Fund for 20.4-2020 supports regional and local government innovation
through partnerships between public administration and research institutes.
Funding streams such as this should be tagdéd support desigrded

research in publiservices
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APPENDIX

Appendix 1: Centres of excellence

Centre and research organisation
CENTRICentre of Excellence for Terrorism,
Resilience, Intelligence and Organised Crime
Sheffield Hallam University

Community21
University of Brighton

Design Against Crime Research Centre
University of the Arts London

Digital Economy Research Centre
Newcastle University

Digital Health & Care Institute
Glasgow School of Art and University of Strathcly

Helen Hamlyn Centre for Design
Royal College of Art

ImaginationLancaster
Lancaster University

Description

CENTRIC is a platform for researchers, practitioners, policymakers and the public to focus on applied research inytdossgatit/orking with
academic, government and public and private sector partners, the centre is a leader in applyingdentrad and cedesign processes and devising
serious games in contexts of law enforcement, security and intelligence.

Community21 is a social and sustainable design agency and research group within the University of Brighton's Schoetfrédit Design.
Community21 works with communities, NGOs @mdustry partners to develop researdtd innovation and address issues and opportunities for
sustainable and social development locally, regionally and globally. Community21 has developed models and solutiosiagonasile for social
development, tle circular economy, emergency planning, neighbourhood planning -g#eerational and inclusive youth engagement, citizenship a1
resilience and engagement with urban biodiversity. Projects often utilise accessible digital technology and collaboratiyeneiiods and test
creative spaces. Community21 was founded as a collaboration with the charity Action in Rural Sussex and clients, oplErtmatin and funders
have included the Nominet Trust, NHS, Veolia, PUMA, Marine Conservation Societybla€edans, New Balance, Brighton and Hove City Counci
East Sussex County Council, Dream Catcher Foundation (South AfrigzgliElemonesia), British Council, Design Council, V&A and Natural History
Museums, Arts and Humanities Research CouncilNatbnal and Heritage Lottery.

The Design Against Crime Research Centre (DACRC) is a socially responsivehasadtiesearch cgre which uses the processes of design to redu
crime and promote community safety whilst improving quality of life. The centre has produced a number ofveivairdy designs working with both
LGOs and commercial partners. Products ranging from streeittue to cell furniture for production in prison industries are developed frortesign
and participatory processes. Ongoing engagement with the criminal justice system has led the centre to work in reststiagwenjdiinmate educatior
/ training cantexts to reduce recidivism. Clients, collaborating partners and funders have included the Ministry of Justice, Transpodoior Serco,
HMP Thameside, Link, NCR, Abel and Cole, Sue Ryder, London Borough of Camden, Broxap and Brighton Council.

The Digital Economy Research Centre (DERC) works to theorise, design, develop, and evaluate new digitally med&atéditieteparticipation that
engage communities, the third sector, local government and (crucially) the commercial digital economy in developingehef fatal service
provision and local democracy.

DHI is a leading centre for creative collaboration that focuses on improving the provision of health and care in ScetlBhtl.uBes design
methodologies to develop innovative concepts to reimagine the future of digital services across health dpeivgetiontexts. DHI is one of eight
Innovation Centres funded by the Scottish Funding Council, which supports transformational collaboratiearbehiversities and businesses. As a
partnership between Glasgow School of Art and the University of Strathclyde, DHI connects academics with designerse pealtickeas, SMES,
charities and other key stakeholdeResearchers work on developing neervice models, delivery pathways and digital solutions that could change
way healthcare is delivered in Scotland. The methodological approaches focus on delivering participatory design aneégsemceribe institute
includes a diverse portfolio @irojects based on redife experiences, each using-design methodologies to identify opportunities for future
improvement.

The Helen Hamlyn Centre for Design has its origins in the DesignAge action research programme which ecgf@@ad. A research centre since
1999, its focus is on design to improve people's lives across a range of social needs. The centre collaborates witlatadémeis,government and
voluntary sector partners.

ImaginationLancaster is a research lab that investigates emerging issues, technologies and practices to advance know&dgepmsolutions that
contribute to the common good. The centre foesson applied and theoretical research into products, places and systems. Areas of research spe
education, health and social care, wikd#ing, culture, the leisure sector, media, transport, manufacturing and the environment. Through Expandin
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https://research.shu.ac.uk/centric/
https://community21.org/
http://www.designagainstcrime.com/
https://gow.epsrc.ukri.org/NGBOViewGrant.aspx?GrantRef=EP/M023001/1
https://gow.epsrc.ukri.org/NGBOViewGrant.aspx?GrantRef=EP/M023001/1
https://www.dhi-scotland.com/
https://www.rca.ac.uk/research-innovation/research-centres/helen-hamlyn-centre/
https://imagination.lancaster.ac.uk/

Lab4Living
Sheffield Hallam University

PDR International Centre for Design Research
Cardiff Metropolitan University

Public Collaboration Lab
University of the Arts London

Social Design Institute
University of the Arts London

Excellencen Englandunding for the Beyond Imagination project, the centre will further grow capacity through désigresearch in five key clusters:
home and living; communities and the public sector; factory and workplaces; cities and urban; and, populapofigndmagination has pioneered
work in civic consultation and citizerentred innovation working with public sector partners (see the Leapfrog case study).

Lab4Livig is a tranglisciplinary research group based on a collaborative community of researchers in design, healthcare and creative phactices
research team works together to address real world issues that impact on health anbleivejl developing productservices and interventions that
promote dignity and enhance quality of life. It has delivered glabairdwinning products and innovations exploring how we can ensure healthy
productive lives in an aging society in collaboration with public servic&/@®ipartners.

A leading exponent in its field, PDR is a design consultancy and applied research centre based withiieBagiifitan University. It covers the full
spectrum of design including useentred design, new product development and design management. Work in design and innovation policy, and
expertise in service design, locates it as a centre of excellenpailidic service design.

The Riblic Collaboration Lab (PG&)a prototype for a public and social innovation lab focused on service, social and policy innovation at a local I¢
The PCL was born out of a partnership between UAL’ s omensBooyghoff or
Camden. The AHRC funded the development and testing of this prototype asnaonil8 research project. Po$tinding, PCL has continued to
undertake research in collaboration with the London Borough of Camden on urban planning, social isolatimeimess, housing and community
place making contexts.

The Social Design Institute champions social and sustainable desigih aft Works to careate new insights and ideas through design research with
communities, businesses and policymaker s. It f oc us eandpolicy cantexés. st r
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https://lab4living.org.uk/
http://pdronline.co.uk/
http://www.publiccollaborationlab.com/
https://www.arts.ac.uk/ual-social-design-institute

Appendix 2: Research Organisations

United Kingdom International

Cardiff Metropolitan University Aalborg University, Copenhagen

Glasgow School of Art Aalto University Design Factory, Finland
Lancaster University Delft University of Technology, Netherlands
Loughborough University Design Academy Eindhoven, Netherlands
Manchester Metropolitan University Federal University of Rio de Janeiro, Brazil
Newcastle University Kolding School of Design, Denmark
Northumbria University Linképings Universitysweden

RoyalCollege of Art Lucerne University of Applied Sciences and Arts, Switzerland
Sheffield Hallam University Malmd University, Sweden

The Open University Politecnico di Milano, Italy

The University of Edinburgh The New School Parsons, United States
The University of Reading Tongji University, China

University of Brighton
University of Strathclyde
University of the Arts London

Source: ServDes proceedings: 2009, 2010, 2012, 201422085,

Appendix 3: Agencyed research in public service

United Kingdom International

Capita Institute Inhouse innovation project Deloitte: Service Design in Government
FutureGoyService design innovation agency Innovation Unit UK, Australia and New Zealand
IDEQ Design agency La 27e RéqigrFrance

LiveWork Service design innovation agency
Serco Institute Infhouse innovation team
Snook Service design innotian project
STBY Service design innovation agency

Appendix 4:0rganisations that promote desigted innovation in public service contexts

United Kingdom International
Nesta:SupportingGovernment InnovationDigital Public Services Estonia Design Centr€onnects designers to entrepreneurs and the public sector
Design CouncilTraining LGOs in design skills to address service challenges Centre for Public ImpacNonfor-profit founded by Boston Consulting Group

Local Government AssociatidBeveloping Innovation in Local Government



https://www.capita.com/our-company/capita-institute
https://www.wearefuturegov.com/
https://www.ideo.com/post/designing-for-public-services
https://www.liveworkstudio.com/
https://www.sercoinstitute.com/
https://wearesnook.com/
https://www.stby.eu/category/projects/
https://www.innovationunit.org/
http://www.la27eregion.fr/en/
https://www.nesta.org.uk/
https://www.nesta.org.uk/government-innovation/
https://www.nesta.org.uk/project/digital-public-services/
https://www.designcouncil.org.uk/what-we-do/design-support/design-public-sector
http://www.local.gov.uk/
https://disainikeskus.ee/
https://www.centreforpublicimpact.org/

Appendix 5:Government design labs and design innovation units

United Kingdom

Cabinet Office Policy Labnited Kingdom

Government Digital Servic&nited Kingdom

Y-Lah Wales. Partnership between Cardiff University and Nesta

Innovation LabNorthern Ireland

Thinking RoomCornwall

Innovation LabLondon Borough of Bexley

Connecting Bristol®llaboration with FutureGov and a consortium of public sector agencies

International

The Australian Centre for Social Innovation (TACSI), Australia. An independent social enterprise
started with suport from the South Australian Government in 2009. Although design is not
mentioned, their approach is defined as hurreentred, systemic and creative

LabX, Portugal

Alberta ColLabAustralia. The lab combines systemic design and strategic foresight

Services Development Agenc¢yeorgia. Established in 2012, the agency suppbetslevelopment of
public services across government

(includingBr i st ol Ci tinpovaiian Team)i private se€@adr &ang community representativ Public Policy Latinited States. A nefor-profit organisation that operates at the interaction of

working to deliver public service innovation around their Smart City Strategy

humancentred and public policy to design public sersiedth vulnerable communities

Public Sector Innovation LAWithin the government of Northern Ireland. It uses design methods Dublin City Council Betéreland

rethink public services and the mechanisms set up by the government

Appendix 6: International networks
DESIS: Design for Social Innovation towards Sustainability

Service Design in Government

Government Innovation Lab Network

SDN: Social Design Network

ServDes

Laboratorio de GobierndChile

PS21 Office, China. Launched in 1995 in Singapore, theréspansible for driving innovation
focusing on policy implementation and service delivery

Sitrg Finland. Created in 1967 is one of the oldest publicly funded innovatismwigétba current focus
on sociainnovation and systemic change to support sustainable-beithg

DESIS is a neprofit cultural association. It aims to promote design for social innovation in higher
education institutions to generate design knowledge and create meaningful social change in collabol
with other stakeholders. It shares local learnintgrnationally.

Annual international conference on Service Design in Government.

This network links governmentabs internationally.

SDN is the leading neprofit institution for expertise in seice design and a driver of global growth,
development and innovation within the practice.

International biannual conference on design for service with the aim of bringing researchers and
practitioners together to discuss, share aenvblve the emerging discipline of Service Design, and desig
related service innovation.
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https://openpolicy.blog.gov.uk/category/policy-lab/
https://www.gov.uk/government/organisations/government-digital-service
https://ylab.wales/
https://www.finance-ni.gov.uk/articles/dna-innovation-lab
https://www.cornwall.gov.uk/council-and-democracy/thinking-room-an-introduction/
https://bexleyinnovationlab.wordpress.com/about/
https://www.connectingbristol.org/
https://www.finance-ni.gov.uk/articles/introduction-innovation-lab
https://labx.gov.pt/
https://medium.com/the-overlap/the-alberta-colab-story-2d409ecf747c#.c0w44rtg6
https://sda.gov.ge/
http://publicpolicylab.org/
http://dccbeta.ie/about
https://lab.gob.cl/
https://www.sitra.fi/
https://www.desisnetwork.org/
https://2020.govservicedesign.net/
https://apolitical.co/government-innovation-lab-directory/

Appendix 7: Examples ofihded research securing further investment

Research organisation Project Funding Further Funding

Lancaster University Service Design Research UK Funded Value: £28,616 Design Innovation. Research Development Funding
Department: Lancaster Inst for the Contemporary Ar Funded Period: Mar 13 Amount: £50,000
Jun 14 Organisation: AHRC

Funder: AHRC Sector: Public
Developing an Action Plan for the Funded Value: £468,095  Commercial funding
Strategic Use of Design in the UK Funded Period: Jun 2Dec Design Policy Workshop

20 Amount: £8500

Funder: AHRC
Northumbria University Design for Social Innovation Researct Funded Value: £37,717 RMITEnabling Capacities Fund
Department: Fac of Arts, Design and Social Science Network: Bridging the UK and Asia Funded Period: Apr 1:6Jun Amount: $10,000 (AUD)

Pacific Practices 17 Sector: Academic
Funder: AHRC UKBased Researcher on Creative and Cultural Districts in Thailanc

Amount: £43,286
Sector: Charity
Improving Safer Custody
Amount: £236,904
Ministry of Justice

Mancheste Metropolitan University
Department: School of Art

UAL Disseminating "Design Thinking for Funded Value:
Department: Central Saint Martin's College Prisonindustries" through Teaching £80,484
Resources, Delivery Models and Funded Period:

Training for Trainers Feb 17 Jul 18 Sector: Public
Funder: AHRC
UAL Design Thinking for Prison Industries: Funded Value: Privatecompany funding
Department:Central Saint Martin's College Exchanging design tools, methods ant £20,732 Amount: £15,000
processes with prisons in London and Funded Period: Serco

Ahmedabad to build inmate resilience Sep 14 Mar 16 Sector: Private
Funder: AHRC
UAL Public Collaboration Lab Funded Value: EuropeanCommission

Department: Central Saint Martin's College/ London £384,507 € 984,865

College of Communication

Source: Gateway to Research

Funded Period:

Feb 15 Oct 16
Funder: AHRC

Sector: Public (Non UKRI)

Camden Can Innovation Fund

£25,000

Sector: Private

Camden Council: Tackling Special Isolation and Loneliness
£10,000

Sector: Public

European Commission H2020

€ 7, 9 N8n UKRIp

Sector: Public
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Appendix 8. Researcher attributes: key skills, competencies, and capabilities of the design researcher in public sergosgscont

Acceptance of
complexity
Agility

Asset based approaches

Building trust

Data literacy

Empathy

and social intelligence
Enabling crossectoral
collaboration
Facilitation

Future acumen rad
literacy

Intrapenership

Mapping and
envisoning information

Organisational
knowledge

Pluralism
Service prototyping

Systemic thinking

Technological literacy
Tool based creativity

The nature of design research in public services requires an acute analysis and understanding of the service system.

The designer recognises, accepts and embraces theltitured and complex nature of conducting work in this context.

The ability to act in response to changing situations and contexts.

The ability to identify the hidden value within a system and the assets (social, material, financial, infrastructurajstiiagfere you start driving to solians.

The ability to establish mutual trust between stakeholders and project partners is key. This is achieved by creatinglanghege within a project or activity.

This alignment is often achieved throughdesign and participaty methodologies and relational infrastructuring.

Covisioning, ceproduction and transparency contributes to trust building and requires an acute awareness of the ethical consideratitiabarfation.

The ability to understand datand allow this understanding to drive decision making both quantitatively and qualitatively through empathic processes.

Learning from prototyping and testing with users; then iterating as an evaluative process to inform continual developanerdjett.

This involves actively engaging and sharing influence or difference with others. Engagement and managing diverse aigdent or i

The ability to connect to others in a deep and direct way, to sensestimtilate reactions and desired interactions. Considerate of relevant or relative contexts or situational conditions
The ability to facilitate the exchange of knowledge, bringing together different disciplinary approaches.

Design contributes to create collaborative connections between sectors, allowing stakeholders to better understand analésfine

The ability to support people in communicating their needs, concerns and to articulate their attachments to a projecttbeyasie engaged in.

The ability to create interactions that allow for sharing a range of perspectives and goals.

The ability to construct and problematise future scenarios and experiment with ways to deal with them.

The ability to horizon scan beyond immediate issues and envision circumstances and interventions that offer paths fomeevelog progresion. Visualising and visioning futures create
roadmaps for innovation and development. Working in environments where uncertainty and unpredictability are accepted.

The ability to create space and opportunities for change inside am@afion.

The ability to integrate into government departments, community groups and support in the development of proposals.

This activity contributes to breaking down barriers and encourages risk, experimentation and fresh thought.

The ability to visualise the service and envision information. Synthetic representation affords the visualisation ofsatirattmmponents involved in a service delivery.

This skill set is utilised to map and clarify how differeeivice components and roles are connected, highlighting the values they exchange.

Mapping and envisioning information allows the articulation of service dynamics. Mapping tools in service design reseesth @reletect gaps and opportunities.

The vsual articulation of a service or the representation of research creates a boundary object that serves to align intdragenaias.

Design researchers also needcbompbeente twieneandtoe puble sewvidecomanisatianacoulddenefit frem design.

These competencies refer to language, bureaucratic processes, hierarchical structures or the pace that is associateskewaitin.the

The ability to operate pragmatically with recogdait that the approaches that work in one sector might not be transferable.

The ability to take on multiple roles at once: design practitioner, design researcher, design facilitator. This reqabdgythie understand concepts across multiple disciplines.

The ability to test ideas before putting them into practice. Iteration of interventions and propositions, testing of pexotyih service users in context.

In this process assumptions are exposed and challenged and adaption to the situation baseat andigtovered is required.

When dealing with social innovation in public service context, prototyping needs to move beyond rapid prototyping (thafocases on testing the user experience of a future service)
into a more longterm exploration thatincludes future roles and resource flows within the public systems.

Prototypes can be a way of creating good teams and building capacity, which means enabling policy stakeholders, practdiosers to run parts of the prototype.

These prototypingkills underpin infrastructuring methodologies.

The ability to look at the service in macro context and to understand, design and systemise the flow of value from vzetisoathe organisation across the value chain to ensure
syrchronicity, consistency, integration, and maximisation between people, activities, processes, policies, places, and resources

It requires a systemic understanding of the service in broader policy and economic contexts; recognising the opportatiitttoth up, cedesigned and open innovation processes affor
It also operates strategically within managerial and operational constraints. It is also about being pragmatic about¢iiefidesign and its ability to effect change.

Systems thinking infans ontboarding and infrastructuring strategies. The ability to know (find out) who you need to involve in the project to enseraemiation, impact and scale.

The ability to understand and use technological developments to adppe design research. Digital competencies in understating the role of data to inform decision making.

The ability to conceive, construct and produce creative and tangible methods for telling, enacting, prototyping and rhéiigtifiguishes design capabilities within the public service
context from other public service management capabilities. The design of methods and the materials needed for implemefrpatiosss is a key competency. The ability to fundamente
designmethods and tools, prototype and deliver services at the point of artefact, service or system is differentiated from tmeptive processes in design thinking.
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Source: Developed from analysis of interviews, case studies and (itejatire.

Appendix 9: Higher education skills pipeline

United Kingdom

Royal College of Art: MA Service Design

The Policy Institute, King's College
University of the Arts London, Central Saint Martigs Industrial Design (for Publics)
University of the Arts London, Central Saint Martins: MA Innovation Management
University of the Arts Londohpondon College of Communication: MA Service Design
University of theArts London, Central Saint Martins and Birbeck University London: MBA in Critii
Design Thinking

Lancaster University Design Management MA

Glasgow School of Art: M@esign Innovation and Service Design

Londo

International

Norway:

Oslo School of Architecture and Design

Finland:

Aalto University: Design for Government and Aalto Pro, which brings design students and public
professionals together

United States:

Austin Center for Desigiesign, Society and the Public Sectonit)

Parsons School of DesidRivic Service Desiga graduate minor that includes units liReblic and
Collaborative Service€ivic Imaginaries: Urban commoms Community Engagement and Design
California College of the Arts

Savannah College of Art and Design

South Korea:

Ewha University

Australia:

RMIT University

Chile:

Escuela de Disefio

Brazil:

EGC/UFSC

Spain:

Mondragon University

ELISAVAPostgradate in Design of Network Applications and Services
IED:Master in Service Design

Italy:
Politecnico

di Mi |l ano’s School of Design
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https://www.ac4d.com/certificate-in-interaction-design-and-social-entrepreneurship/idse102-design-society-and-the-public-sector/
https://www.newschool.edu/graduate-minor/civic-service-design/
https://courses.newschool.edu/courses/PSDS5302
https://courses.newschool.edu/courses/PSDS5302
https://courses.newschool.edu/courses/UTNS5105
https://courses.newschool.edu/courses/PSCE5090
https://www.mondragon.edu/en/master-degree-strategic-design-products-services
https://www.elisava.net/en/masters-postgraduates/postgraduate-design-network-applications-and-services
https://www.elisava.net/en/masters-postgraduates/postgraduate-design-network-applications-and-services
https://iedbarcelona.es/en/cursos-info/master-en-service-design/?activityId=701w0000001KYG8&gclid=Cj0KCQjwn7j2BRDrARIsAHJkxmxKWkVQqzjHd9Zt8ykeIYdXMMtZdAtGpxFmJ05JcEoQspBVr9NHuTkaAlymEALw_wcB
https://www.design.polimi.it/it

Appendix 10: Covid 9

New relational services and social
solidarity

Local residents selirganise to provide essential services for their local community, often in coordination with public and third sectordac@aiions. In the UK,
local authorities are providing funding to support these emergent groups that havedahe provision of public services. Yet, the savings of these kind informal at
relational services upon public service provision is not accounted for (Cottam and Dillon 2014). Such as #ViralKinGoggkl@ndutual Aidgroups.

Adjusting public service delivery to
context

Adjusting public service delivery to context, with a strong emphasis on digital transformation.

Leveraging and redeploying existin
resources and solutions

Drawingonpublis er vanas sf erable skills to meet demand. For exampl e, worck/ersseri
deliver medical aid, checking on the vulnerable and supporting people working from home.

Structural responses and possible
longerterm shifts and behaviour
change

Aiming for readiness for future crisis and to maintain sustainable developments, such as polities to shift to workingriymvaling and cycling rather than using
public transprt, or adapting public spaces to facilitate physical distancing.

Open innovation through challenge
mechanisms

All around the world have emerged open innovation challenges to respond to-C®velated challengesn multi-sectoral and multdisciplinary teams,
such agCOVIBEL9 Design Challengeganised by th&Vorld Design Organisation, IBM Design and Design for America.

Improving communication and
providing targeted information

For example, WHO, UNICEF, UNDP and What sApp or UK’'s Co eeoWhadsAppanodsUKI nf or
Government.

Infection control or tracking
measures

Such as the COVID Symptom Tracker developed by King’'s College London,

Digital infrastructure and
collaborative technologies

The pandemic haaccelerated the use of technologies in the public sector and remade the case for further transformation. The number af pecpies s i n g
NHS 111 online system had its busiest day ever on 17 March when 950,000 users accessed the service, conmiailegtepandemic average of 10,000. And in ju:
two weeks of lockdown, the number of court cases held as video calls in England and Wales rose by 800 per cent develafigitahtsvics and the migration of fac
to face paper services to digitsrvices provides contexts to explore in user centred contexts, data privacy and ethics as these practices and platifenaie prol

Reconsideration of which are (or
ought to be) public services

Services that have proven to be essential althoughnareaypically considered publiservices, such as food chain from production to distribution.

Unintended consequences of
emergency solutions

Such as privadyreaches, lackf transparency in procurement, increase in domestic violence, delayed diagndsiseatment of other health conditions, ageism and
ableism, mental health,

Basedomnanal ysi s of

the OECD’s Open a nedponseas toaalltaut to all evelSalf goeernment aivil sodiety Mniemational or§aBisati@kthe private sector to gather

innovative solutions and inspiration on how governments across the globe are responding to the crisis (Observatory®édtablitnovation 2020)

49


https://covidmutualaid.org/
https://covid19designchallenge.org/
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Appendix11: Example research questions

Research Organisation Research Question Thematic
Lancaster University Can innovative consultation tools and approaches enable more appropriate, effective and engagini¢ation? Civic engagement tlough
ImaginationLancaster How can we evaluate edesign and consultation processes in multiple communities ov@ngperiod of time in avay that captures co-design

Leapfrog: Transforming Public Servi real effects, and the added value that-design approaches bring inn@n-invasive manner?
Consultation by Design

UAL How can design education and local government work together to improve outcomes for citizens? Civic engagement through
Public Collaboration Lab co-design
Newcastle University How can 'in the wild' programmes of research, theorising, designing, developing, and evaluating personal and cebasenhitjigital  Civic technologies

Digital Economy Research Centre  technologies, be used to explore and create new forms of participatory citizenshipugbit local communities, local service
provision and local democracy?

The University of Edinburgh What are the potential opportunities and implications of emerging Distributed Ledger Technologies (DLTs) umtlaeywséctor? By  Civic technologies

Design informatics focusing on the potential for new forms of decentralised identity management.

Sheffield Hallam University How can design be used to-coeate improved IG€&nabled services with migrantefugees, public sector services, NGOs and other Civic technologies
CENTRIC interest groups?

MIICT

The University of Edinburgh How can public sector organisations improve the value of services to citizens and other users througbréaicn of value, whereby Civic engagement through
CoVAL both the public sector organisations and users are jointly involved in value creation? co-design / evaluation
Sheffield Hallam University One in three children born in the UK today can expect to live to be @408 by 2066 one in two children will reach this milestone. WI Health and welbeing
Lab4Living will this expanded lifespan mean for where and how people live; what products will they use; what are the implicatiesth care,

communities, and of course the home?

Glasgow School of Art / University o How can design methodologies to develop innovative concepts to reimagine the future of aaidas health and wellbeing? Health and welbeing
Strathclyde

Digital Heal t h &

UAL How can design can contribute by developing tools and techniques that will help address recidivism by reframing pris@esiadust Anti-recidivism and skills
Design Against Crime Research holistic'creative hubs' that could better equip inmates to find employment opportunities when they are released from prison?

Centre

Source: Gateway to Research and interviews.
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Appendix12: Skills gaps and shortages preventiagccessful R&D partnerships

Gap
Business innovation

Detailed knowledge of public sector organisations and
service areas

Legitimise design as a driver of innovation in public
services

Limited resources in public service organisations

Lack of sensitivity to prexisting innovation process in
public service organisations

Understanding of the design research contribution

Action to close the gap

Limited capability to exploit opportunities for commercialisation of research in the formation of spinout social enterprises.

Explore new business models to enable mavblic service partnership configurations.

Design into public problems should not only focus on organisational, administrative, and developmental capacities ofdiseob) butalso
into the public decision making processes that affect public service provision angéuterial relationshipsThe design researchers need to
understand the systems and contexts of public service challenges. They need to develop deep understandtiligadministration processes,
service areas and interdependencies between public sector organisations.

Knowledge exchange activities between academia and public service organisations are a starting point to build public managgratencies
in design academia. Develop active participation of postgraduate design students and ECRs iledesggarch in public service contexts.
Lack of evidencbased reported results and impact frvice design in the public sector.

More design research should focus on evidebesed valuation to the impact of design in public sector organisations as well as valuing pub
services.

Allocating tine to collaborative R&D is a challenge in a resource constrained public sector where service delivery is prioritised.

Action research projects bring additional capacity to public service organisations to tackle public service challengesdvittiag dsign
research.

Acknowledgingpr@ x i sting innovation practices require design researcl
designes come i n, and continues after the design work i s c 20d8yp.14)t
Service management and public administration approaches that are familiar tdesigners offer some common ground. Design researchers
would benefit from engaging in collaborations with public service organisations as a way of developing organisatwledigeaand enabling
collaboration.

Design research should demonstrate its contribution to public service R&D and specific service areas and articulatesithiattare valued by
public sector organisations and related academic disciplines.

Avoid jargon and subject specific languageldin time into projects to develop understanding and shared language. Consider public servic:
in the development of design research methodologies and evaluative processes. Aim to align research project timelin€s timithlin€s.
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Methodology

The research aims to detail the contribution design research in public services makes to the
economic and social challenges facing the UK. It also outlines opportunities to enhance the
funding available for the disdipe.

The methodology offers an analysis of this research practice in four phases:

1. Contextual revievidentifying the range of universitied design research activities within
the public service landscape. This désised method drew on work already undertaken
to collate a compelling and geographically diverse dataset of research funded by UKRI.
This wasdentified via the UKRI Gateway to Research and Tableau. National and
international design research not funded through UKRI was identified via proceedings of
international design research conferences and networks.

2. Case studiewere developed through 20 dine conversational interviews (16 with design
researchers and 4 with industry practitioners) to develop rich accounts of their design
research projects and reveal narratives of impact and salience in relation to competency
and capacity. Interviewees wergentified through the contextual review, taking a
geographically and thematically dispersed sample.

3. Edita-thon open to all contributors of the research and expert panel.

4. Peer revievby peers within the UAL Design Against Crime Research Centre

Limitations

The research was delivered during the CelMdpandemic so the methods originally proposed
had to be adapted so they could be delivered following social distancing guidelines.

Our engagement with academics, practitioners and public service providersh&refore
limited so, to maintain the participatory ethos of our methodology, we opted for online
asynchronous activities to enable collective reflection feedback on the research.
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List of interviewees

Surname First Name ResearclOrganisation
Chamberlain Paul Sheffield Hallam University
Cruickshank Leon University of Lancaster
Duggan Kelly Nesta (ECR)

French Tara Glasgow School of Art

Gant Nicholas University of Brighton

Lord SuelLin Serco Institute

Holiday Ben FutureGov

lllarregi Erika Open University (Design Start)
Kirk David Newcastle University

Marzell Laurence Serco Institute

Mazzarella Francesco University of the Arts London
Osborne Stephen University of Edinburgh

Pierri Paola University of theArts London (LDoc)
Prendiville Alison University of the Arts London
Sambles Gavin Experience Lab

Strokosch Kirsty University of Edinburgh
Thorpe Adam University of the Arts London
Warwick Laura Northumbria University

Suggested citation:
Malpass, M. and Salinas, L. (20ZHRC Challenges of the Future: Public SerndedsC.
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