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Current system workflow design
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standard flows

referrals

activity

demand is simple

Understand



What is in my head when I listen
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Understand



Current service as a story
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value

Experiment



Visual progress and knowledge
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We had to learn how 

to listen

Experiment



Visual progress and knowledge
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Experiment



Len
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Early 60’s

He needs a walking aid & his chair raised so he can get in and 

out easier



Typical OT set of activities
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A typical set of 
activities for an 
Occupational 
Therapist



Assessments
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The assessments. 68 pages. I hr with him, 2 hrs in office.



The New Approach
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Story telling
https://youtu.be/g9eoqJu7bDU

https://youtu.be/g9eoqJu7bDU
https://youtu.be/g9eoqJu7bDU


Len’s story

11



Typical OT set of activities
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Measures & outcomes
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Measures & outcomes
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Feedback to leaders
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Feedback to leaders
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Feedback to leaders
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What have you seen & implications?
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I don’t design it, they do  - codesign

They are the design team

The manager is part of the team

Engage with users directly, no personas - codesign

Purpose is from the user, not the organisation

Absorb variation

Complexity is not transactional

Story-telling & engagement

Experimentation and learning is key

No digital, until it helps us.

Sustainable… It is their process, not mine



Situations we face

191.35 CC BY-SA

Resolvable through adapting.

Complex?
A situation that is ambiguous, and unpredictable. 

Resolvable through prepared  immediate action. 

Critical

A urgent  situation that needs 

immediate attention

Resolvable through following a step by step 

process.

Logical 

Situations as puzzles  

simple - or  - complicated 

Organizational situations & 
managing  complexity
John Mortimer



Traditional design of services…
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Service workflow

Organisation Centered  Design

Governance

Finance

Management

Best 
practice

Departments

Strategy

Digital

Our service and 
What matters to us

procedures

rules

Approvals  
sign-offs

categories

all 
eventualities

templates

worst case risk

standards

Our mission and culture is to…

animated



Person centred design of a service…
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Governance
Finance

Management 
governance Best 

practice
Strategy

Customer 
& what 
matters

Sales

Service experiment

Digital

Service Prototype

GDPR Legislation

Operational Service

Purpose

Understand causes of cost
framework

measures

What 
matters

workflow improve

Understand Experiment Prototype Make normal

animated

Manager
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Thank you


