Service Design Support - service blueprint - November 2018

Who is this document for?
People who need to understand how GDS service design support operates.

What is this document for?

To show how we work with our users, service designers and referrers to
deliver support. It shows how our service relies on referrers to identify those
who most need our help. It shows how support is given from the outset, and
only grows into regular support if there is a strong case for doing so.

Service designers Communicating value
proposition at show and

tells, meetings with referrers

————O0—

Referrers Gaining some awareness
of what service design
support is, and when to
refer teams

Phases VALUE PROPOSITION

Touchpoints

Government teams Team hear about us
through colleagues we

supported

Team come back for more
support

Team come direct to us

Pain points Users are unclear what
service designers can do

for them

We exclude people that
may need our support
most, as we don’t feature in
online guidance, or use
other Civil Service channels
to reach people we think
may need our support e.qg.
posters in buildings, Civil
Service newsletters,
intranets

We don’t communicate
who, when or what we
want to support

Teams are looking for best
practice, which the Service
Manual should address
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Monitoring other channels
e.g. Slack, communities of
practice mailing lists

EU Exit Team referral
Standards Assurance
Departmental Support
Consulting Tech Archs
IPA review

Service Communities
Communities of Practice

REFERRAL

Team are referred to
Service Design Support

Referrers struggle to:

differentiate between
different types of designer

communicate what service
the team are working on

As a result, about a quarter
of our cases are not
problems best supported by
us, taking up quite a bit of
our time.

Referrers admit to not
being able to spot poorly
scoped services,
potentially meaning
important support cases
slip through the net

We don’t check other
channels when we get
busy, aside from referrers

Teams don’t always want
our support when they get
referred to us, but the
referrer thinks we should
support them

Send email to service
design support

Email to service design

support Googdle group or
direct to one of us

Some referrers hold off
referring to us, and try
advise them about service
design without involving us
from the start

There may be some
inaccurate filtering out of
services deemed a low
priority for service design
support as referring to
specialists is seen by some
as a favour

Open request

Attempt to assess eligibility
using lifecycle, capability in
team, capability in
organisation

If not, 30 min call for more
info

Request arrives in inbox
Attempt to assess eligibility

We disappoint teams and
their referrers when we
receive ineligible support
requests that are from high
capability teams or too late
in the service lifecycle. It
takes us time to deal with
them
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Request assessed against

criteria

Decide importance

Check if we have capacity
to support (Operational

check in)

Add request to backlog

ASSESS AND PRIORITiSE REQUEST

Backlog

Add to backlog of incoming
requests. Prioritise using
criteria

This phase can take
anywhere from a few
minutes, to several
months, depending on the
complexity of the case, and
people’s ability to
communicate their service

Our capacity to support is
very limited, with only three
of us able to support

We frustrate referrers due
to our inability to give
certainty of when triage or
support will start, as it is
difficult to predict

We have to err on the side
of caution, and take on
less work than we have
capacity for, as cases that
are dormant can suddenly
all become active

Managing the service
currently takes at least
one team day per week
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Designer allocated

RESPOND
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Designers start

Intro email

Answer immediate
questions

Refer onwards if necessary
Suggest Call / Workshop

Next steps

Referrers CC’d to let them
know their users have been
prioritised and they have
been replied to

Introductory support email

Team receive:

Intro email

OR

Sorry we can’t help email
Onward referral

Replies can be slow, when
we get busy

Service mapping
workshop

Understand the users
Understand the service
Understand the problem
Understand the policy intent

Standalone or as part of
someone else’s session

Referrer may want to
attend the workshop

Referrer may be running
the workshop

Service Map

Deep dive
Service mapping workshop

Team and subject matter
experts participate in
workshop

Building trust is hard, but
necessary to agenda bend
enough to add in service
mapping to a workshop that
is already planned

Report includes:

Service summary
Service design questions
Recommendations

(End of engagement)

Share Report with referrers
and appropriate Directors /
Deputy Directors

DEEP DIVE

Triage report

Teams sometimes end
support early

Triage reports have been
ignored or misunderstood

Support
proposal and agreement
drafted

Success criteria defined

Standalone or as part of a
wider, multidisciplinary
support agreement

Share Support Agreement
with referrers and
appropriate Directors /
Deputy Directors

AGREE SUPPORT

Support
Agreement

—

Support proposal and
agreement

Teams define what they
want to achieve

Sign support agreement

Teams aren’t sure what
service design support
will entail, or what the
support relationship will be
like, and therefore don’t
know what to invite us to

Expectations aren’t
always set correctly, as
we don’t often use written
support agreements, unless
we commit to significant
support

Provide support

Advice and coaching on
Service Standard

Service mapping and scoping

services

Uncover assumptions

Joining other workshops

Portfolio-level advice

Help procuring and
evaluating suppliers

Presentations about UCD
and agqile

Prototyping if needed

Joining people up

Continually review support

Referrer can track support

PROVIDE SUPPORT
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Support team

Support received

Value achieved

We sometimes need to
change who provides
support to a team, due to
changes to our team. This
can take us time, and
decrease the quality of the
support we are able to
provide.

Teams might not be able
to do anything about our
recommendations, as the
service scope has been
defined much earlier

Doing the role of an
interaction designer
doesn’t work part time,
because you become a
mouse clicker

Support ends Request closed

Plan for support ending, Document outcomes of
removing dependencies on support
support

Inform standards assurance
if needed

Help recruit designers

Help procuring and
evaluating suppliers

Referrer informed that
support has ended
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Designers stop Completed requests

Support needs are fully
met

It’s hard to build enough
capability through support
in order to limit their
dependency on us.

Recruitment to replace
our support is difficult to
do in time for finishing
support

Teams aren’t sure what
else we can help with

Analyse service
performance

Performance metrics
visible

MONITOR PERFORMANCE

KPlIs
]
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Measure our service
performance

There is little we can do to
affect EU Exit affected
services, as they are mostly
being built with production
code now

A minority of our current
cases have a good
outcome, the rest is mostly
dealing with failure demand

Most of our current
support starts too late to
really affect change

We are reliant on user
research, as the sample
size of our support makes it
difficult to use KPIs alone to
meaningfully improve the
service


https://docs.google.com/drawings/d/1xdBxFNqeCkexqVCr4zaRj75G0JYfrop5q5lFkbazhOI/edit?usp=sharing
https://docs.google.com/spreadsheets/d/1e3WxZfR9jeWeUSUNY9rmKefN0KDEqZU5Jq_Y7jGYDjA/edit#gid=223611334
https://docs.google.com/spreadsheets/d/1e3WxZfR9jeWeUSUNY9rmKefN0KDEqZU5Jq_Y7jGYDjA/edit#gid=223611334
https://docs.google.com/document/d/1N7f4lRJma7ag01lp6kOanzC76pUQEgvTpFx_pGf6HmU/edit#heading=h.cfuue8lrt0xd
https://docs.google.com/document/d/1N7f4lRJma7ag01lp6kOanzC76pUQEgvTpFx_pGf6HmU/edit#heading=h.cfuue8lrt0xd
https://docs.google.com/spreadsheets/d/1IVi_n3Y6a1PFFXFpaszxbyrxfuOHMCL3hN-BMRojK04/edit#gid=990530610
https://docs.google.com/spreadsheets/d/1IVi_n3Y6a1PFFXFpaszxbyrxfuOHMCL3hN-BMRojK04/edit#gid=990530610
https://drive.google.com/a/digital.cabinet-office.gov.uk/file/d/0Bx99aeHxGzLTRkoxYVRrYnI2WWlfZHNUcEtoeTR2ZE1wWUlz/view?usp=sharing
https://docs.google.com/presentation/d/11J-CRrm6a9RVc3HFW0SgFsNOekMVopXrMPBeMDWCysE/edit#slide=id.g10d42026b8_2_0
https://trello.com/c/3EfYpJoz/10-beis-support-for-central-ddat-team
https://www.digitalmarketplace.service.gov.uk/digital-outcomes-and-specialists/opportunities/8335
https://www.digitalmarketplace.service.gov.uk/digital-outcomes-and-specialists/opportunities/8335
https://drive.google.com/drive/folders/1u4fmBafcfi13AtzLDRn07EP5fIqBifKg?usp=sharing
https://drive.google.com/drive/folders/1u4fmBafcfi13AtzLDRn07EP5fIqBifKg?usp=sharing
https://docs.google.com/presentation/d/11J-CRrm6a9RVc3HFW0SgFsNOekMVopXrMPBeMDWCysE/edit#slide=id.g412cd00c45_1_46
https://trello.com/c/5Ipdrwq0/99-beis-get-a-business-identity
https://docs.google.com/document/d/1xD1ZahwJDjFtCdHP135Ui9JQ969GLSh7J8M6UgJy2Yg/edit
https://groups.google.com/a/digital.cabinet-office.gov.uk/forum/#!forum/service-design-support
https://trello.com/b/5uWgCm97
https://docs.google.com/document/d/1Jeug1AywyZ57t-Aa3BXlt9Rh9EaNGM-T9CzaxND_PE8/edit?usp=sharing
https://docs.google.com/document/d/1BNjQ3uVkDn_vIkT6XIi1q1yzXs_GubjFazOpv0he3Lw/edit?usp=sharing
https://docs.google.com/document/d/1N7f4lRJma7ag01lp6kOanzC76pUQEgvTpFx_pGf6HmU/edit?ts=5aba5e0b#
https://docs.google.com/document/d/1N7f4lRJma7ag01lp6kOanzC76pUQEgvTpFx_pGf6HmU/edit?ts=5aba5e0b#
https://trello.com/b/5uWgCm97
https://docs.google.com/spreadsheets/d/1rZV6CKyGRdZTOsIdw7uF7cub7xPvB0RTpPUYhtDbi1c/edit#gid=596326581
https://docs.google.com/spreadsheets/d/1rZV6CKyGRdZTOsIdw7uF7cub7xPvB0RTpPUYhtDbi1c/edit#gid=596326581

