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What we mean by service
design

Lou Downe - former Director for Design and Service Standards, Government Digital Service,

18 April 2016 - Service design
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Our aim over this parliament is to transform the relationship between the
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Be part of the transformation

If you're interested in joining us, check out
all open opportunities on the GDS careers
site.



We design whole services:

¢ from end-to-end: this means from when the user starts trying to achieve a
goalto when they finish - including both content and transaction agnostic
to the department providing it

e from front to back: this means the user-facing service, internal processes,
supporting policy or legislation and organisational, financial and
governance structures of the service

¢ in every channel: digital, phone, post, face to face and physical elements

#StrongDesign
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What we will do by 2020
[...]

e design and deliver joined-up,
end-to-end services

https://www.gov.uk/government/publications/government-transformation- #Strong DeSig N

strategy-2017-to-2020/government-transformation-strategy
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What do we mean when we
talk about services?

Stephanie Marsh, 4 April 2018 - Service design, User research
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Support development of
whole services —end to
end, front to back
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A whole service is everything the

user and government needs to do to
achieve an outcome

https://gds.blog.gov.uk/2018/04/04/what-do-we-mean-when-we-talk-about-services/ #Strong Desig N
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A whole service is:
end-to-end: from when the user

starts trying to achieve a goal to
when they finish [...]

https://gds.blog.gov.uk/2018/04/04/what-do-we-mean-when-we-talk-about-services/

#StrongDesign



Service manual > Service Standard

Service Standard

2. Solve awhole problem for
users

Give feedback about this page

Work towards creating a service that solves a whole problem
for users, working with other teams and organisations where

necessary.

Contents Why it’s important

— Why it's important

— What it means Services that do not work well with other related services make it hard for

users to do what they need to. For example, working out which of several
similar schemes they’re eligible for or choosing the right form to fillin out of
several near-identical options.

— Related guidance
Related blog posts
— Service standard points

However we should be careful not to build big, complicated services that are
not intuitive to use because they try to do too much.

And it does not mean trying to fix everything at once. Making incremental and
frequent improvements benefits users.

Just make sure the increments are working towards bringing related content
and services togetherinto a journey that makes sense to users, irrespective of
which department or team they ‘belong’ to. Because users should not have to
understand how government works in order to use public services.

What it means
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When we talk about a service, we
mean all the things that government
collectively provides to deliver an
outcome for all of its users, through

any path a user takes to reach their
goal.

https://services.blog.gov.uk/2024/09/25/how-government-defines-a-service/ #Strong DeSig N
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What we mean by an outcome

An outcome is made up of 2 elements:

e something a user actually needs or a
goal they want to achieve

e something government has to deliver,
like a new policy

https://services.blog.gov.uk/2024/09/25/how-government-defines-a-service/ #Strong DeSig N



Wider user e.g. transport a relative who has
journey ® become less mobile

Outcome government

and users actually need
e.g. legally and safely drive a car on

® the road

Wider outcome
from collaborating

e.g. government is confident that a
@ citizen has passed a test, is properly
licenced and has the right documents

Outcome
delivered as part of a
step in a journey

e.g. driving licence application
® successfully processed

https://services.blog.gov.uk/2024/09/25/how-government-defines-a-service/ #Strong DeSig N
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Where is the end-to-end
service design in the public
sector?

#StrongDesign



HANDS, PLEASE

Who of you has
successfully
transformed a
service end-to-end?



LLLLLL

How far
did you get?



SHARE

What were
your barriers?



Why this matters



Department for Government
Science, Innovation Digital Service
& Technology

State of digital
government review

A review of technology and data
in the public sector: successes,
challenges and root causes

January 2025

0000
OO0

CP 1251

https://www.gov.uk/government/publications/state-of-digital-government-review/ #Stl’ong DeSig N

state-of-digital-government-review
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Even where the public sector
provides great digital services,

users must join them up across
disparate offerings. Someone moving
home needs to contact 10 separate
organisations.

https://www.gov.uk/government/publications/state-of-digital-government-review/ #Strong DeSig N

state-of-digital-government-review
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Managing a long-term condition or
disability requires interaction with
more than 40 services across nine
different organisations.

https://www.gov.uk/government/publications/state-of-digital-government-review/

state-of-digital-government-review #Strong DeSig n
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The average UK adult citizen spends
a week and a half dealing with

government bureaucracy every single
year.

https://www.gov.uk/government/publications/state-of-digital-government-review/
state-of-digital-government-review

#StrongDesign



£45 billion

per year of unrealised savings and
productivity benefits

https://www.gov.uk/government/publications/state-of-digital-government-review/

state-of-digital-government-review #Strong DeSig n



Why we think
it's like this



Why we think it's like this:

siloed leadership and power structures
narrow focus and short-termism
changing leadership and tenure
incentives and funding

legislative constraints

distractions and other urgencies

#StrongDesign



So what?



Not making end-to-end services
happen means:

e failing people

e |osing public trust

e wasting time and money

#StrongDesign



What can work?
What could work?



At your table, collect ideas and
examples to work towards
end-to-end services and to
overcome the barriers.



STOP!



Provocations



What if we cannot
have end-to-end
services?



What If it's
Impossible?



Then, what are
the alternatives?



Making end-to~end Service

design finally happen

What barrier jg

O Governanc,
Structures
Culture

it addressing?
e




Anything that influences
the system to work differently.



- 3 minutes by yourself
- 6 minutes with your neighbour

- 6 minutes in your half-table group



Share back



One example



Parental benefits



Elterngeldrechner mit Planer
(1) Allgemeine Angsben
(2] Thr Nachwychs
(5] Erwerbstatigkeie
(4] Thr Einkommen

5 Eltemge!dvﬂmmen

Eltemgeldvarianten

Basiselterngeld (14 Monate Verfiigbar)

& Nina| 1.800 € pro Monat & Emir| 1296 ¢ Pro Monat

6 Rechner ung Planer

Elternge(dPlus (28 Monate Verfiigbar)

Calculate parental benefits

Xpay for parental benefits

v . | benefits il
Receive parenta _ Eaerr?e%i/ts

7 Zusammenfassung

& Nina | 900 € pro Monat 2 Emir | 648 € pro Monat

& Paﬂnerschaftsbnnus (4 Monate Verfiigbar)
& Nina| 900 € pro Monat 2 Emir| 648 €pro Monat

#StrongDesign




Approach-

Calculating ing director  Doing
associated of another a radical
cost unit in the redesign of
dept the paper
form |
Talking to | S
Proposing stakehgold- : S :/e.:g;g
TR B Requesting
ers about AP| dat prototype
key shared changing ata
component the [aw access from

other dept

#StrongDesign




Making end-to-end service design finally happen

Government
missions

— a set of government-wide goals to drive
progress and national renewal across the
country, with specific, measurable milestones to
be achieved by the end of the Parliament

- https://www.gov.uk/missions

Making end-to-end service design finally happen

GovStack
building blocks

— a collection of internationally informed
standards, guidance, and patterns for
designing consistent services

41Service patterns

Example service patterns.

Apply for a construction permit

- https://specs.govstack.global/
govstack-ui-ux-guidelines/4-design-
patterns

Making end-to-end service design finally happen

Service _ .
communities

— a networks of people from across the
public sector who work together to design
and deliver an end-to-end service, like
'start a business’ or ‘get health benefits’

- https://gds.blog.gov.uk/2019/08/13/
why-you-should-set-up-a-service-
community/

Making end-to-end service desig

Step by ste

— a navigational pattern to join up

Making end-to-end service design finally happen

GOV Reuse
LI bra ry the guidance, transactions and ser

— a collection of reusable elements that for a whole service journey e.g. ‘'Le
already exist in other parts of government to drive a car’

reduce duplication, increase transparency
and promote cross-government collaboration

Employ someone: step bystep

Find and reuse digital service + o
elements

- https://design-system.service.g
patterns/step-by-step-navigation/

- https://reuselibrary-dev.apps.cloud-
platform.service.justice.gov.uk/




What's next?



We'll blog about
this, your ideas
and examples.
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Digital service
resilience

What endures
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How do we design in, Can we end austerity-
for and with the EU? era service design? sustainable services?




We are looking
forward to talking
to you!



