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Agenda
Takeaways

1. Background on the emergence of service design research and practice

2. Understanding design’s contribution to service innovation

3. The evolving nature of service design practice

4. A systemic service design approach.



Contribution to the field
Research & practice

• Understanding the contribution of service design to service development and 
service innovation.

• Undertaking service design practice in inter-disciplinary and trans-disciplinary 
research contexts in social and healthcare settings, particularly relating to 
AMR

• Taking a design anthropology lens to the nature of service and service design.



My contribution AMR
Research & practice

• RIPEN - Re-envisioning Infection Practice Ecologies in Nursing - UKRI AHRC.

• DARPI - Drivers in Anti-microbial resistance in poultry in India - Bhabha 
Newton, UKRI ESRC and DBT.

• DOSA - Diagnostics for a One health user Driven Solution for AMR - Bhabha 
Newton, UKRI ESRC and DBT.

• DOSA2 - Performance Trial for a community based UTI test and new service in 
Assam, India - LifeArc.

• Blood culture pathway from arrival at the ED and the decision and prescribing 
of antibiotics - NIHR.



Growing complexity
What is service design?

Service design is the intentional activity of planning and 
organising relationships between people, institutions, artefacts, 
and technology for service delivery.

Sangiorgi and Meroni 2011

Service systems are dynamic entities that are capable of 
adapting changing conditions through transformation.

Spohrer et al, 2007



Mapping service design research & practice
Emergence as a new field



Mapping service design research & practice
Emergence as a new field



Service design’s contribution
Service Innovation & Development

Public sector 
Engaging with service designers gives legitimacy and formalisation to 
internal innovation processes that are often considered ad-hoc and in 
need of justification.

Sense making plays a large part in the SD’s role in justifying the process 
to different members of the organisation.

Digital projects
Lean and agile methods are used to quickly iterate ideas. 

Design contributed to building capacity for change within an 
organisation.

Private sector
Rigidity to change is overcome with SD projects, with people aspiring to 
new roles and challenging existing rules once they encountered SD 
practices.



Growing complexity
Inter-disciplinary to transdisciplinary

MICRO

MESO

MACRO

Stand alone SD 
projects and interventions

Systemic problems Complex societal 
challenges



Service design methods & tools
Sense making activities that are relational

• Design ethnography

• Role of co-design

• Storytelling

• Visualisations

• Mappings

• Prototyping



Design’s contribution
Visualising the every-day



Exploring co-design
Relational making and reconfiguring

Designing for new service 
possibilities.

Co-designing with new end-users and
feeding back iterations on prototypes.

Co-designing for new 
organisational structures and 
changing mindsets -
institutional arrangements are 
design materials.

Co-designing for forming 
new external relationships 
and service transformation



RIPEN
Re-envisioning infection practice ecologies in nursing

MICRO

MESO

MACRO

Community

Relationships

Individual

Society



RIPEN
Visualisation of daily practices



Bespoke tools 
Iterative learning



Historical perspective
Visual analysis



A systemic lens
Infection Prevention & Control 



A systemic lens
Infection Prevention & Control 



Policy level 
Translating practices



Policy level 

Scaffolded learning 



Reflective practice
Experiences and methods & lasting impact

It has opened my eyes, helped me to 
focus on my clinical practice and 
question even more deeply than I did 
prior to attending the issues of AMR

I think to have such a spread of different 
backgrounds all approaching a problem for a 
variety of perspectives has helped me think 
about this and other problems in a wider 
way. Additionally, I am now exploring other 
ways of using more visual approaches in 
other areas of my work

I found drawing a storyboard helpful, 
thinking through elements of normal day and 
of the impact that activities would have on 
anti-microbial use and efficacy. I am more 
comfortable with troubleshooting small, local 
problems that with envisaging worldwide 
problems

Brought a different depth to it (AMR) 
in terms of understanding and meant 
I was a lot more involved than in 
other research because the focus is 
different rather than just tick sheets.



Conclusion
Summary

• Service systems are constantly reconfiguring themselves.

• Service design is having to continuously evolve to respond to the increasing complex 
challenges.

• Design ethnography is essential for understanding different cultures of care within 
communities, and how are hidden values, recognised and amplified.

• Co-design practices as part of sense making can have many different roles within a project 
internally and externally with stakeholders, and we need to think acknowledge their different 
roles.

• Multi-level approaches are necessary for reconfiguring services to be transformative.

• Participants themselves are often transformed in the visual and collaborative ways of working.



Thank you
Q&A

a.prendiville@lcc.arts.ac.uk

mailto:a.prendiville@lcc.arts.ac.uk
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