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Impro Current system workflow design

standard flows
referrals
activity

demand is simple
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Impro Visual progress and knowledge

We had to learn how

to listen
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Impro =

Early 60’s

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

out easier



[mpro Typical OT set of activities

AsessmenTs = 14
DEECRRALS =
Peopiet 1

OuTComE =
> RAISEN SofA
Y ESCAPE PLAM

Y BENEATS CHECK
Y LEAfLETS

HOUKS - Izb\ﬂ 20mins
peRLenTAGE WIM PORson 257

A typical set of
activities for an
Occupational
Therapist



lmpro Assessments

33 pages
s (K!::?ﬁ)

3 poges

(SoCiA ORE) % e

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



Impro The New Approach



https://youtu.be/g9eoqJu7bDU
https://youtu.be/g9eoqJu7bDU
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Typical OT set of activities

AssessmenTs = 14
PESERRALS =
Peo PLE

OuTComE =

> RASEN SofA

> ESCAPE ALAN

Y BENEATS CHECK
Y LEAFLETS

HOUKS = lzl'\vs L0

PeRLNTARE LI Pesan  25%

ASSESSMENTS il
Reterpars = 1
PeopLe = 3
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Measures & outcomes
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[mpro Measures & outcomes
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I down 64%

assements

Y down 32%

people

referrals
e down 419%

face to face hrs
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returning demand
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Feedback to leaders
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Feedback to leaders




Impro What have you seen & implications?

| 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

o=e )

Bed Logical

Situations as puzzles

simple - or - complicated

?Eumplex

A situation that is ambiguous, and unpredictable.

-

Resolvable through following a step by step
process.

A

Critical

A urgent situation that needs
immediate attention

Resolvable through adapting.

Resolvable through prepared immediate actiof.

Organizational situations &
managing complexity

John Mortimer
1.35 CCBY-SA




[mpro Traditional design of services...

Our mission and culture is to...

Departments Approvals

sign-offs

Finance rules

Our service and Strategy standards
What matters to us

categories

all

e '
nractice 9000

worst case risk

Digital
templates

Organisation Centered Design



[mpro Person centred design of a service...
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\ 1
S ’
4

Operational Service

What
workflow improve

matters

Customer
& what
matters

framework
measures

Vi

I‘ I
Best Strategy
GDPR Legislation
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Thank you



