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Arielle has 15  years experience in using digital to improve 
reach and engagement with young people and 
communities. 



Today’s 
Session
Introduction to service design

“I thought this session was going to 
be really techy”

● What makes a good service?
● Service Design process 
● Principles
● Case studies
● Questions



Think of a service you think 
is brilliant or poor

What makes it good?

What makes it poor?



Reimagining Taxis 



Think of a service you think 
is brilliant 

What makes a good service?



Service Design
Is person centred

The objective is to develop services that are useful, useable and valuable from 
the point of view of the user, and effective and efficient from the perspective of 
the service provider. (GOV.UK)

“Service design is moving inside organisations, and inside government. For us, 
service design isn’t about mental models or double diamonds. It’s about 
working with users and delivering services.” Lou Douwne



Terms We use

Co-Production ??? Consultation

Person 
centered 

Participation

Do you use any of these terms 
to describe your approach?

Co-Design



What is
Digital?

Applying the culture and technologies of the Internet-era to make our 
organisations more resilient and responsive to the changing expectations, needs 
and behaviours of the people we support. 

(CAST, adapted from Tom Loosemore)



How do we enhance our services 
using technology?



Constant iteration

Image credit: Henrik Kniberg

1. Iteration



AGENDA

● Introduction to session - setting the context - MGC
● Intro exercise (making space for Creative Thinking)
● Intro to Service Design Methodology - AT
● Findings from Discovery Phase
● Tea Break - 11.00
● Collaborative ‘defining’ workshop 

www.promo.cymru

2. Behaviour



What do you want in your local 
park?

Vs

Some young people need a quiet 
space to play, how might we 
create that?

3. Needs vs demands



Quick activity 

Why do people use the escalator 
over the stairs?



http://www.youtube.com/watch?v=SByymar3bds


What do we know?
What do we think we know?
What don’t we know?

4. Question your assumptions



Case studies 



How can we make 
information more 
accessible? 
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Problems
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- STIs are a high risk among young 
people

- Information isn’t accessible for young 
people

- Young people are attending STI clinics 
at the wrong time (this wastes their 
time, staff resources and results in 
fewer young people getting the 
support they need)



Find out more
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RETHINKING 
HOW 
INFORMATION 
IS PRESENTED

OUR 
SKATEBOARD

https://www.friskywales.org/assess1a.html
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It’s all about creating accessible 
services
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● Easy to find

● Easy to use

● Easy to contact

● Easy to feed back



WHAT DIGITAL 
TOOLS DO 
CATCH22 NEED TO 
ENGAGE YOUNG 
PEOPLE DURING 
THE PANDEMIC 
AND BEYOND?



How might we alleviate 
some of that anxiety? 

https://www.videoask.com/fbf78lmii


Some tools and 
where to start

- Journey maps
- Storyboards
- Interviews (focusing on needs)
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www.newid.cymru

http://www.promo.cymru
http://www.newid.cymru


Any questions?
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arielle@promo.cymru
@little_ari



Thank you
Get in touch:
arielle@promo.cymru

@little_ari.
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