
How do we do service design in local government?

Service Design Led Local 
Gov Digital Transformation



Hello
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Organisations
We help build organisations fit for the future. 
Working side by side with organisations, we design 
new capabilities and rethink structures to deliver better 
ways of working.

Services
We design services that brings together people, 
infrastructure, communications and technology to 
deliver high quality user outcomes and experiences.

Technology
We design great products that support public services. 
Building on existing technology and through designing 
the best breed of digital technology.

Organisations Technology

Services



“We are taking 21st century challenges, 
evaluating them with 20th century ideas 
and responding with 19th century tools.”

Madeleine Albright
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OUR CLIENTS
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So what do we actually do?

This Not this 



What does design have 
to do with local 
government?



Design is creating 
something that solves a 
problem for people



It’s an approach to 
solving  complex, social 
problems



What is service design?



Service design is the activity of working 
out which of government pieces need 
to fit together, asking how well they 
meet user needs, and rebuilding them 
from the ground up so that they do
Louise Downe, Head of Design for GDS



Service design is 
the design of 
the service



Service design helps us to 
understand, improve or 
re-think the end to end 
service, starting with the user



The experience for end users

Across channels

Over time

How the service operates

Activities and processes

Capabilities and skills

Technology

SERVICE DESIGN



Demonstrating repeatable 
patterns to transform 
outcomes



Solve familiar 
challenges in new ways 



Solve familiar 
challenges in new ways 
by changing both 
practice and mindsets



Collaborative Iterative User Centred

3 fundamental shifts



1 common thread

How might a digital approach 
enable better outcomes?



1. Mapping



Discover 
opportunities you’ve 
never seen before 





Resident Journey 
Doing

Feeling

Need

Pain point

Opportunity

Starts 
gardening

Has lots of 
garden 
waste

Explores 
garden 
waste 
options

Finds the 
garden 
waste 
service

Chooses to 
use the 
garden waste 
service

Applies for 
garden 
waste 
service

Pays for 
garden 
waste 
service

Waits for 
service

Receives 
bin and 
stickers

Puts bin 
out 

Checks bin 
has been 
emptied

Reports a 
missed 
collection

Bin gets 
collected

Takes bin 
in

Informed 
service is 
renewing

Choses to 
renew the 
service

I need to 
improve 
my garden

I need to 
get rid of 
my waste

I need to 
know my 
best 
options 

I need to 
know how 
to apply

I need an 
easy way 
to apply

I need a 
convenient 
way to pay

I need clear 
comms 
about the 
service

I need to know 
what to do and 
when 

I need my bin to 
be emptied

I need my 
bin back

I need to 
dispose 
my waste 

I need to 
understand 
my choices

I need a clear 
understandin
g of how this 
works

Confusing 
council 
comms and 
messaging

Terms of 
service are 
complicated 
and difficult 

Automated 
telephony 
process is 
complicated

Payment terms 
are difficult to 
understand

No updates 
and takes too 
long to receive 
service

Unclear how 
to use sticker 
and when bin 
goes out

Unclear why 
bin hasn’t 
been 
emptied

Limited 
updates on 
issue

How might we reduce the 
amount of time 
customers have to wait 
for their first collection?

How might we provide 
customers with a reliable, 
transparent service?

How might information 
be shared both ways in a 
timely and effective 
manner?

Terms for 
renewal are 
complicated



Show the reality:
‘The way it really 
works not just the 
way it’s meant to’





2. How might we?



How might we improve 
our assisted lifts data 
without asking any 
service users to do 
anything?





3. Drafting



Embracing early 
feedback and 
welcoming change





“You’ve given us 
permission to fail”





4. A single, cross 
service team



Working in the open, 
to make better 
informed decisions





One team, 
at all levels





Thank you



Vimla Appadoo 

(+44) 783 079 5313

@ThatGirlVim

wearefuturegov.com

Let’s chat


