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Right skills & mindset  
“can help stabilise 
turbulent lives, improve 
life chances and foster 
trust systems”

Wrong skills & mindset  
“exacerbate social 
exclusion and destroy 
trust systems”

Prof. Mark Evans, 2015,  
Director of the Institute of Governance and Policy Analysis,  
University of Canberra

Co-design:  
Opportunity and Risk



Right approach 
Speed things up, 
mitigates risk,  
reduces costs.

Wrong approach 
Slows things down, 
increases risk,  
increases cost.

Co-design:  
Opportunity and Risk



Co-design is a  
methodology for human 
centred innovation  

Design and engagement  
are seperate activities



2 
Theory & 
Evidence

1 
Contextual  
user 
research 

3 
Prototyping

4  
Context for  
innovation 

Co-design 
Elements 
for 
Success



Co-design:  
TACSI approach Common Pitfalls

Start with questions, test 
assumptions and generate evidence Start with answers

Learn from contextual qualitative  
user research

Workshops! Engagement with 
service providers and representative 
bodies rather than actual end users

Learn from world best theory & 
evidence

Little or no use of evidence and 
theory 

Learn from controlled 
experimentation (prototyping) No making, just talking.

Context embraces new and better 
solutions 

Context rejects new solutions even if 
they are better

Eclectic teams with appropriate 
specialisms. Homogenous teams



1. Commitment to create outcomes for people 

2. Decisions driven by evidence of all kinds 

3. Risk controlled through a staged and gated process 

4. Efficiency through a proven methodology 

5. Efficiency though small dedicated teams 

6. Specialist capability in leading, managing and doing innovation 

7. Design and engagement seen as seperate but related activities

Conditions for  
innovation in systems

What can the social and public sector learn about effective innovation 
from science, business and biscuits?, Chris Vanstone, TACSI  
tinyurl.com/160720paper

http://tinyurl.com/160720paper


We partner with public purpose 
organisations to develop and 
spread innovations that change 
lives.
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Public & Social  
Innovation ‘Labs’

Policy Lab UK

MindLab DK

Policy Lab USA
Mayo Centre  

for Innovation
USA

TACSI (AUS)

The Auckland Codesign Lab 

Solutions Lab CA

IDEO.org USA

Non-Government

Government

La 27e Région FR

http://ideo.org


Families

Our focus areas

Ageing Disability



Diverse team and tools 

Design Social Science

PracticeBusiness 
Innovation 





A cA dsfsdfsdsdfsdfsdf
Families & 
child 
protection 
Developing systems that 
enable families to thrive 

National 
Family by Family Program 
Access to Justice 

NSW  
Rethinking Restoration - Sidney Myer 
Childstory Implementation FACS 
Contact FACS 
Capability Building FACS 
FGC Implementation  

VIC 
Children & Youth Area Partnerships 
Crisis Accomodation  

QLD 
Reform



We work at all levels

Policy & Strategy

Commissioning

Delivery



Starting with 
Questions, testing 
assumptions 





Lasting Impact, video of conference presentation by Kevin Starr  
PopTech conference, 2010  
https://www.youtube.com/watch?v=UMEpvxGBkFU

https://www.youtube.com/watch?v=UMEpvxGBkFU


Good people, trying 
hard, good intent. 
What went wrong? 



Innovation  
is testing 
assumptions 



4 stages of innovation

Discovering Designing Trialling Spreading

KnownsUnknowns

What’s the 
opportunity?

What’s the 
solution?

Does the  
solution work?

How do we spread  
the solution?



4 stages of innovation

Discover
Design Trial

Spread

KnownsUnknowns

What’s the 
opportunity?

What’s the 
solution?

Does the  
solution work?

How do we spread  
the solution?



4 stages of innovation

Discovering Designing Trialling Spreading

EvidenceGuesses

What’s the 
opportunity?

What’s the 
solution?

Does the  
solution work?

How do we spread  
the solution?



4 stages of innovation

Discovering Designing Trialling Spreading

ImplementationCo-design

What’s the 
opportunity?

What’s the 
solution?

Does the  
solution work?

How do we spread  
the solution?



Controlling risk 

Cost 
($ or Repetitional) 

Time 

Discovery Piloting Initial 
Rollout 

Full 
Rollout 

Design 

Cost of changes over time 

Expensive / Embarrassing  
to make changes here 

Cheap, quick, easy  
to make changes here 



1 Qualitative  
contextual research 



Who do you care 
about ? 
Choose a target group e.g. ‘Young people out of employment’ 
What are your assumptions about what helps and hinders them? 
What they value? 
What do you want to know more about? 
Keep them in mind for this learning block

Learning from people



•co-design help solve the right 
problem

What’s the problem?



Consultation works if… 

Users are 
knowledgeable about 
the problem and 
solutions  

Users feel confident to 
share

Consultation



But in social services 

Problem and solutions 
are often unclear 
  
User groups are often 
vulnerable 

Consultation



Contextual 
research 

(rigorous hanging out)



Open and exploratory  

Small sample size (eg 8-12, until saturation) 

Deep research (Hours or days) 

Range sample (not representative) 

Including positive deviance 

Co-design research



Deeper than interviews



People are at the heart  
of everything we do

People are at the heart  
of everything we do

What does Mick eat?



Photo Diary 
& follow up 

Contextual & explanatory





Crisis Support 
Services Client  
Insight Project, DHHS  





Discovery approach  

What leads people to crisis 
accommodation? 

What shapes a great or negative 
experience in crisis accommodation? 

What helps or hinders stability post-
service experience? 



Discovery: CSA DHHS

Ethics 

Scoping (meet with 18 clients)

Individual experiences (6 people)

Generative design (6 people) 

Scoping kick-off    22 August 

Wrapped up            15 September  



www.tacsi.org.au

Generative design activities to facilitate creative, opportunity-oriented conversations / 

visual activities and develop insight into ideal service or transition experiences. Tools for 

Stage 1 will be developed in advance of the discovery kick off, however tools for Stage 2 

and 3 may be iterated and updated based on information learnt in Stage 1. 

Data capture will include voice recordings, non-identifiable photographs (primarily of 

spaces), and  note taking if and when respondents consent and feel comfortable. At the 

end of each day the ‘Discovery Team’ will document any observations or insights that were 

not possible to capture while in the centres. All voice recordings will be transcribed. 

Synthesis & analysis will occur on weekly basis. Transcribed data will be coded and 

analysed using a series of tools such as thematic clustering, user personas and user 

journeys, service experience maps, and opportunity mapping. 

Discovery Stages 
We are looking to commence the discovery work Monday 22 August and finalise this in mid 

September. Between each discovery stage we will spend several days reading transcripts, 

conducting initial synthesis and revising questions and activities if necessary. Our intention 

is to keep the ethics group informed along the way and make contact where necessary (as 

outlined in the invitation to participate).  

www.tacsi.org.au Discovery Framing   of  6 8

Stage
1. Scoping  

(Broad)
2. Individual Experiences   
(Deep Dive)

3. Generative Design 
(Focussed Gap- filling)

Duration About an hour with each respondent About 1.5-3 hours with each respondent 
throughout a day

About 1.5-3 hours with each 
respondent throughout a day

Respondents 18 clients  
4-8  service provider staff

6 clients  
2-4 service provider staff

6 clients  
2-4 service provider staff

Objectives - Meet different people within the 
centres; get a sense of the space 
and their situations 

- -Identify 6 people to work on the 
user journeys with. 

- Name assumptions to test further.

- Deeply understand people’s journeys 
and stories.  

- Begin to gather test assumptions 
raised in  
Stage 1.

- Understand the ideal experience; 
gather ideas and values for an 
alternative. 

- Fill data gaps and and answer 
open questions from Stage 2. 

Discovery 
tools and 
approaches 

Discovery 

Observation 
Casual conversations and prompts 
Design discovery and story-telling 
activities 

Analysis 

Synthesis of transcripts 
Naming Assumptions to test 
Observation clusters 

Discovery 

Observation and ‘hanging out’  
Semistructured interviews 
Photo Diaries 
Design discovery activities (including 
Journey maps and Service/Relationship 
networks) 
Service tours / walkthroughs 

Analysis 

Synthesis of transcripts 
User personas and journey maps 
Insight clusters 
Service  profile + blueprints

Discovery 

Observation and ‘hanging out’ 
Semistructured interviews 
Generative design activities 
(including developing an ideal 
transition or centre experience and 
card sorting) 

Analysis 

Synthesis of transcripts Opportunity 
mapping 
Enquiry and thematic clustering 
Mapping observations / helps and 
hinders / so what’s / how might we

Target 
progress

15% complete on Lines of Enquiry 

- Surface clear barriers and 
opportunities. 

- Get a broad sense of clients’ 
values and aspirations.

75% complete on Lines of Enquiry 

- Understand motivations, aspirations, 
and life experiences / journeys. 

- Understand what helps and hinders 
individuals throughout their lifetimes. 

- Understand spaces activities and 
attitudes within the centre.

100% complete on Lines of Enquiry 

- Understand transitions, 
relationships, and external 
influences. 

- Understand clients’ ideas and 
aspirations for an improved 
experience.



Discovery stages  

Story Dice  

Individuals roll the dice and 
order them to tell a story about 
their day based on the images 
shown. We’ll use this ice 
breaker to find out a bit about 
how someone day has been and 
get a sense for how to guide the 
next steps of the interview.  

(10 minutes)  

Excerpt from Discovery Plan 
for Crisis Accomodation



Dawn to 
Dawn 

An illustrative conversation tool to 
help respondents share what goes on 
in their day from dawn to dawn. 
Prompts will focus on understanding 
different activities, people, challenges, 
and things they look forward to. This 
helps us understand a day-in-the-life 
of some of the clients, giving us 
information to explore further in later 
interviews. 

(15 minutes) 

Excerpt from Discovery Plan 
for Crisis Accomodation



Picture 
Cards 

Ask respondents to look through a set 
of cards with a variety of photographs 
and share which represents what 
motivates them or what makes them 
feel successful.  

(10 minutes)

Excerpt from Discovery Plan 
for Crisis Accomodation





The user is always right. 
Or are they

- People don’t do what they say 

- People can’t predict what they 

will come to value 

- They are not experts in change



Henry Ford (Maybe) 

“If I’d asked my customers 
what they wanted they would 

have said a faster horse”



Card sorting. 
A method for generative research 



1 
Pair up with your neighbour 

Sitting on the left?   
Play the role of researcher 

Sitting on the right?  

Play yourself  

Researcher:  
Put up your hand 

2 
Researcher ask: 
“What would increase your 
levels of physical activity?” 

  

Note down / remember 
answer. 

Activity: Physical activity



1 
Pair up with your neighbour 

Sitting on the left?   
Play the role of researcher 

Sitting on the right?  

Play yourself  

Researcher:  
Put up your hand 

2 
Researcher ask: 
“What would increase your 
levels of physical activity?” 

  

Note down / remember 
answer. 

Activity: Physical activity



Boxing Yoga

Cycling

Chess Chair 
exercises

Gym

Dog 
walking

Researchers ask: 
Pick a card you would like to do more. Why? 

Pick a card you would never do. Why? 

Note down / remember answers.. 



1 
Discuss: 

How did the quality of the 
discussion differ between 
the direct question and 
using the cards as stimulus? 

In your pairs….



Helpful helpUnhelpful help

She understands,  
she’s been there

She helped me do what I 
wanted

They were there for me 
when I needed them

She can’t relate,  
she doesn’t have kids

They tell you what to do

They were only available 
office hours

Understanding what 
families value in help



Helpful helpUnhelpful help

She understands,  
she’s been there

She helped me do what I 
wanted

They were there for me 
when I needed them

She can’t relate,  
she doesn’t have kids

They tell you what to do

They were only available 
office hours

Card Sorting 
Evaluative and Generative

Understanding what 
families value in help



People are at the heart  
of everything we do

People are at the heart  
of everything we do

Seeing through the eyes of a 
patient



People are at the heart  
of everything we do

People are at the heart  
of everything we do

Seeing through the eyes of a 
patient

Experiencing 
it yourself 

Contextual



Identifying effective strategies



Identifying effective strategies

Rapid 
Ethnography 

Contextual, Evaluative, 
Explanatory



7 important questions

Contextual Who are your customers? 
What’s their context? 
Who supports them?

Evaluative What helps them and hinders them?

Explanatory Why? Why? Why? Why? Why?

Generative What do they value? 
What would create greater value?



7 important questions

1 Who is your target group?

2 What are your key questions to answer?

3 Where will you find them?

4 What methods will you use?



1 Who do you 
want to learn 

about?

2 What questions 
do you want to 

answer?

3 Who will you 
meet ?

4 What methods 
will you use?

How will you 
recruit?

What questions will you 
ask ?

How will you document? 
to analysis and to share 

How will you test 
your methods to 

know if they 
work?

3 kinds of 
customer: 

Primary 
Supporting 
Financial

5 Important questions 
Contextual:   
Who is the user, what is their context? 
Evaluative:  
What helps and hinders them? 
Explanatory:  
Why? Why Why? 
Generative:  
What do they value?  
What could create more value? 

Positive 
Deviance

Range 
sample

Top 5 methods: 
Semi-structured interviews 

Rapid-ethnography 
Group interviews  

Card sorting 
Evidencing 

Top 3 recruitment 
methods 

Own networks 
Via Services 

In public spaces

Top reasons to get 
involved 

To help others like me 
To have a chance to 

share my story 
It sounds fun 

To get a meal / 
takeout / shopping 

voucher

Top documentation: 
Audio recording /notes - 

quotes 
Quotes 

Project strategy

Most critical 
uncertainties 

Things people 
really care 

about

A way of designing qualitative research

4 Kinds of methods: 
Contextual, Evaluative, 
Explanatory, Generative



Who do you want to know 
more about? 

How could you use these 
insight methods in your 
context? 



Theory and evidence 



Good co-design

Life 
Experience

Theory & 
Evidence



Personalised support from people 
who have been there and done it

Designed by Carers for Carers. 
Built on theories and frameworks

Independent evaluation shows the 
value for carers and Weavers

Benefits for service providers and 
how to get involved

Navigate and 

negotiate the 

service maze

Stay 

connected 

and involve 

others

Work through 

emotional 

challenges

Sustain things 

for myself

Weavers was co-designed with 

carers and importantly has been 

built by carers. During the testing 

phase carers and volunteers have 

been shadowed and interviewed to 

understand what was working and 

what had to be changed.

The program was strengthened by 

evidenced-based practices. It draws 

on three theories and frameworks:

Ambiguous Loss

3A Grief Intervention

Narrative practice

Value for Carers:

Increased self-efficacy in carer 

role or life.

Increased assertiveness about 

own needs.

Decreased levels of symptoms of 

depression.

Value for Weavers:

Gain sense of purpose and 

meaning. 

Training and professional 

development.

Benefits for service providers:

Low cost to run the program.

Added value service to existing 

portfolio.

Customer centred.

Potential to employee Weavers as 

future workers.

Effective engagement and use of 

volunteers.

Options on how to get involved:

Get the opensource package for free 

at weavers.tacsi.org.au and contact 

us if you want support in starting-up 

or adapting Weavers to your 

organisation.

Join the Weavers network at 

weavers.tacsi.org.au and be part of a 

wide community redefining carer 

support.

“I am ready to walk 

out of the door and 

take my own 

decisions” Carer

Weavers provides support to 

carers by connecting them with 

people that have been carers 

themselves. These past carers have 

experienced how to better take 

care of their loved one and of 

themselves. 

Weavers service matches current 

carers with past carers that 

volunteer to walk with them along 

their caring journey.

Four areas of support:

““Caring was a huge 

learning curve. I wish 

that I had someone 

who knew what it was 

like to share what they 

had learnt” Weaver

Designed by Carers for Carers. 
Built on theory.

A new model of peer 
support. Ready to run 
within your organisation.

Look for more information in our 
web www.weavers.tacsi.org.au

Contact us by phone 0404475057 or 
by email weavers@tacsi.org.au



TACSI’s adopt & adapt approach 

• What is the explicit objective? 
• Who is the intended target population  
• What makes it work? what conditions make it work   
• What’s core and what’s modifiable?

• How are all of the above similar or 
different in the new context? 

• What adaptions need to be made? 

• How will we test these adaptions?

1 Existing Innovation

2 New Context

3 Experimentation



Running a small service



3 Prototyping





5017
versions







SCIENTIFIC METHOD



Good co-design

Co+design



Prototyping 
(rapid iterative  
trail and error)

Making Over McDonald’s, Ben Painter, 2010, Fast Company,  
http://www.fastcompany.com/1686594/making-over-mcdonalds

http://www.fastcompany.com/1686594/making-over-mcdonalds


Prototyping 
(rapid iterative  
trail and error)



Accelerating learning

Pilot 
One loop of Learning.

Prototype 
Many Loops of Learning.



Follow the loops

Hunch

Test

Learn 

Build

Reject 
Pivot 

Iterate 



Family by Family 



The making of Family by Family, 2011 
TACSI 
http://vimeo.com/23628633 



3 stories of 
experimentation 
How to experiment



Testing policy ideas

“The story about 
the triangle”



Response to Steering Group ideas



Running a small service



Wizard of Oz





Prototyping digital services





Good co-design

You can’t predict 
solutions when dealing 

with wicked problems and 
complex systems



A few things about 
experimentation 
How to experiment



Pilots and prototypes

Pilot 
One loop of Learning.

Prototype 
Many Loops of Learning.



Follow the loops

Hunch

Test

Learn 

Build

Reject 
Pivot 

Iterate 



Test critical  
uncertainties first

If we get this wrong 
then this will stuff 
the whole thing up!

Doesn’t really matter

Criticality

Certainty

Just guessingWe know!

ASSUMPTION

ASSUMPTION

ASSUMPTION

ASSUMPTION

ASSUMPTION Critical  
Uncertainties



Break it down to build it up

Actor 
[Juliet]

Actor 
[Juliet]

Actor 
[Cousin]

Prop [mask]

SCENE 1 [party] SCENE 2 [duel] SCENE 3 [crypt]

Prop [sword] Prop [poison]

User 
[Romeo]

User User

Romeo & 
Juliet 
as scenes

Prop 
Mask

Actor 
Romeo

Actor 
Juliet

Actor 
Romeo

Actor 
Cousin

Prop 
Sword

Prop 
Poison



Break it down to build it up

Prop [cup]Prop [counter]

Prop [sign]

SCENE 1 [find] SCENE 2 [order] SCENE 3 [enjoy]

Actor [barrista]

User User User

Prop 
Sign

Actor 
Barrista

Actor 
You

Buying coffee 
as scenesActor 

You
Prop 
Counter



Low to hi-fidelity prototyping Prototyping / 07

Testing options 
Who will 
play the 
user?

Where will 
the test take 
place?

Who will 
play practi-
tioner role?

How 
interactive is 
the test?

How long 
will the test 
be?

What 
intensity will 
the test be?

target user actual trained prac.

team  
member looks-like

looks &  
works like

Years

minutes

one user
one location

one stage

multiple users
multiple sites
multiple stage

studioteam member

lower  
fidelity & cost 
 

higher 
fidelity & cost 

earl adopter

representative

simulated

prac / team 
member

expert prac. works-like
simulated

works-like
automated

hours

requires  
lower certainty

requires  
higher certainty



Low to hi-fidelity product



Generate & test alternatives

? ?

?
?

?



Embrace failure



1. Build, test, learn -  iterate/reject/pivot 

2. Test ‘critical uncertainties’ first 

3. Break things down to build them up 

4. Move from low to high fidelity prototyping 

5. Move from low to high fidelity solution 

6. Generate & test alternatives 

7. Embrace ‘failure’ - celebrate learning 

7 things about prototyping



Controlling risk 

Cost 
($ or Reputation) 

Time 

Discovery Piloting Initial 
Rollout 

Full 
Rollout 

Design 

Graph: Cost of changes over time 

Expensive / Embarrassing  
to make changes here 

Cheap, quick, easy  
to make changes here 



A few things about 
experimentation 
How to experiment



Pilots and prototypes

Pilot 
One loop of Learning.

Prototype 
Many Loops of Learning.



Follow the loops

Hunch

Test

Learn 

Build

Reject 
Pivot 

Iterate 



Test critical  
uncertainties first

If we get this wrong 
then this will stuff 
the whole thing up!

Doesn’t really matter

Criticality

Certainty

Just guessingWe know!

ASSUMPTION

ASSUMPTION

ASSUMPTION

ASSUMPTION

ASSUMPTION Critical  
Uncertainties



Break it down to build it up

Actor 
[Juliet]

Actor 
[Juliet]

Actor 
[Cousin]

Prop [mask]

SCENE 1 [party] SCENE 2 [duel] SCENE 3 [crypt]

Prop [sword] Prop [poison]

User 
[Romeo]

User User

Romeo & 
Juliet 
as scenes

Prop 
Mask

Actor 
Romeo

Actor 
Juliet

Actor 
Romeo

Actor 
Cousin

Prop 
Sword

Prop 
Poison



Break it down to build it up

Prop [cup]Prop [counter]

Prop [sign]

SCENE 1 [find] SCENE 2 [order] SCENE 3 [enjoy]

Actor [barrista]

User User User

Prop 
Sign

Actor 
Barrista

Actor 
You

Buying coffee 
as scenesActor 

You
Prop 
Counter



Low to hi-fidelity prototyping Prototyping / 07

Testing options 
Who will 
play the 
user?

Where will 
the test take 
place?

Who will 
play practi-
tioner role?

How 
interactive is 
the test?

How long 
will the test 
be?

What 
intensity will 
the test be?

target user actual trained prac.

team  
member looks-like

looks &  
works like

Years

minutes

one user
one location

one stage

multiple users
multiple sites
multiple stage

studioteam member

lower  
fidelity & cost 
 

higher 
fidelity & cost 

earl adopter

representative

simulated

prac / team 
member

expert prac. works-like
simulated

works-like
automated

hours

requires  
lower certainty

requires  
higher certainty



Low to hi-fidelity product



Generate & test alternatives

? ?

?
?

?



Embrace failure



1. Build, test, learn -  iterate/reject/pivot 

2. Test ‘critical uncertainties’ first 

3. Break things down to build them up 

4. Move from low to high fidelity prototyping 

5. Move from low to high fidelity solution 

6. Generate & test alternatives 

7. Embrace ‘failure’ - celebrate learning 

7 things about prototyping



Prototype 
services
How to experiment
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May 2012

SmartLife, Unilever  
IDEO,org, Kenya 

http://youtu.be/II-Ndsr23FE?t=10m28s

http://youtu.be/II-Ndsr23FE?t=10m28s




reflector role 
(x6)

measurement 
(x8)

questions 
(x2)

reflector tools 
(x10)

interaction (x60) time and place (x15)



How could you use 
prototyping? 
Think about a project that has been or soon will be in the design 
stage 
What methods and techniques could you use to test your most critical 
assumptions.

Experimentation



What are your top 5 critical 
uncertainties? 

How could you use user 
research and prototyping to 
accelerate development? 



4 A context for 
innovation 





“Governments have always innovated…But 
they’re much less systematic at innovation than 
the best in business and science.   

…although there are plenty of creative 
individuals in the public sector, they succeed 
despite, not because of the systems around 
them.” 

- Geoff Mulgan, CEO Nesta



1. Commitment to create outcomes for people 

2. Decisions driven by evidence of all kinds 

3. Risk controlled through a staged and gated process 

4. Efficiency through a proven methodology 

5. Investment in abandoning the past, optimising what 
works and creating the future  

6. Efficiency though small dedicated teams with 
specialist capability in leading, managing and doing 
innovation

Six Conditions  
for Innovation



A real 
commitment 
to creating 
outcomes for 
people 



Knowns

Decisions 
driven by 
evidence  
(not ego) 



Discovering Designing Trialling Spreading

KnownsUnknowns

What’s the 
opportunity?

What’s the 
solution?

Does the  
solution work?

How do we spread  
the solution?

A staged and 
gated process 
to control risk 



Discovering Designing Trialling Spreading

KnownsUnknowns

What’s the 
opportunity?

What’s the 
solution?

Does the  
solution work?

How do we spread  
the solution?



Knowns

A proven 
methodology 
Eg Co-design 

Theory & 
Evidence

Contextual  
user 
research 

Prototyping



Knowns

3 Horizons of 
investment  
- Abandoning 
- Optimising 
- Creating 

Strategically 
Abandon 
Past

Optimising  
what works

Creating  
the future 



TACSI gave this challenge to the financial officers of NGOs that had said in a TACSI 

workshop that it needed to innovate or go out of business. The financial officers 

proposed that their organisations could fund innovation by:  

1. liquidating assets,  

2.developing profit-making ventures based on core capabilities,  

3.shifting investment from research to innovation or  

4.collaborating with organisations who share the same client group to reduce the 

costs of innovation work.

Innovation business models
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Co-design:  
TACSI approach Common Pitfalls

Start with questions, test 
assumptions and generate evidence Start with answers

Learn from contextual qualitative  
user research

Workshops! Engagement with 
service providers and representative 
bodies rather than actual end users

Learn from world best theory & 
evidence

Little or no use of evidence and 
theory 

Learn from controlled 
experimentation (prototyping) No making, just talking.

Context embraces new and better 
solutions 

Context rejects new solutions even if 
they are better

Eclectic teams with appropriate 
specialisms. Homogenous teams



1. Commitment to create outcomes for people 

2. Decisions driven by evidence of all kinds 

3. Risk controlled through a staged and gated Process 

4. Efficiency through a proven methodology 

5. Efficiency though small dedicated teams 

6. Specialist capability in leading, managing and doing innovation 

7. Design and engagement seen as seperate but related activities

Conditions for  
innovation in systems
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Over to you..

What’s your  
next step toward 

 co-design?



What is co-design  
and what does it take  
to do it well?
Bendigo, 23 November 2016 
Chris Vanstone 
Chief Innovation Officer 
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