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2015 - 115 designers 
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2018 - 950 designers 



GOV.UK 
Design System

GDS
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Image of new cities what i’m about to do next



I’ve learned a lot 
about how to make 
organisations user 
centered



How to scale 
service design
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First, some ground rules



@louisedowne

1. There is no formula for being ‘user 
centered’

2. Everyone’s trying to do a good job

3. Breaking out of the cycle of inertia is really 
hard

4. It is possible
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Spoiler!



The hardest part is 
getting your organisation 
to see itself as a service 
provider



Government is the 
oldest and largest 
service provider in 
the UK
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267 years before America 
was a ‘America’



10k services
 



10k services
25 departments
 



10k services
25 departments
418,343 people
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Reporting of Injuries, Diseases and Dangerous Occurrences 
Regulations 1995 (RIDDOR)
Registrations for Knowledge Transfer Network (KTN)/connect access 
(MEMBERS)
Request for a further search under section 17(6) or payment for a 
supplementary certificate under section 17(8)/Request for search 
(F9/F9A)
Employer Ownership Pilot (EOP)
Well Operations Notification System (WONS): consents and 
notifications
Charity Letter Forwarding Service



Our services were 
not designed for the 
internet 
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Google is the home 
page to your service
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#GOOGLEFAIL



Good services are verbs

Bad services are nouns



@louisedowne

Learn to drive
Become a childminder 
Get a pension

not

SORN
Charity Letter Forwarding Service
Employer Onership Pilot



Our government 
wasn’t designed for 
the internet 



Services in the 
internet age do not 
obey boundaries



How do you scale 
service design?



1000s of services, 
provided by multiple 
organisations
in several locations?



We need to fundamentally 
rethink how we think 
about ‘the future’
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‘The reconditioning and 
re-designing public utility 
services’

Design Research Unit
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Transformation isn’t about 
the ability of one team to 
design and deliver a 
service



Transformation is the ability 
of an organisation to 
deliver and maintain a 
service over time



5 lessons in how to 
scale service design



Focus on delivery,
not definitions
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screen shot + what changed

@louisedowne @katyarnie
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1. Passport
2. Photo
3. Employers letter
4. Letter of invitation
5. Bank deposit certificate
6. Bank statement
7. Property certificate
8. Marriage certificate
9. Retirement certificate

10. Family book (Hukou)
11. Business registration certificate
12. Car insurance
13. Certificate of relationship to parents
14. Utilities bills, P60 council tax bill
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Paper applications were 
reduced by 25%
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= approval to hire a design team



Service design is not:

A process
A set of tools
An ideology
Co-design
A new word for UX (WFF people?!)
An obsession with anyone poor/ill/elderly or ‘unengaged’
Immune from capitalism
Something anyone can do, instantly
Difficult to describe to your friends and family



Service design 
is the design of services 



Good design teams 
don’t happen by 
accident
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2015 - 115 designers 
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2018 - 950 designers 
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10k 
people trained 
every year
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30 community 
events every year



Design your design 
operations as well as 
you’d design any other 
service



The most important part 
of a design team is how 
it works, not how big it is



Everyone in your 
organisation owns the 
user experience



Make things open it makes them better



Don't try to design 
the future, design 
something that the 
future can design



Modaulr socket



GOV.UK 
Design System

GDS



Design systems only 
work as well as the 
designers contributing
to it
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Collaboration is
a privilege



(don’t expect it to 
happen on its own)
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65% of UK government services 
stretch across more than one 
department
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The three biggest barriers to 
collaboration are money, time and 
access to data



Enabling collaboration 
means giving the privilege 
you have to others
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Sharing money, time, and 
permission to work together
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Aka. Creating a new operating 
structure for government. 
No biggie



This is bigger than 
just the UK
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Most countries share a core
set of services
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Aging
Immigration
Pollution and waste
Accessibility
Licensing
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2000 members
87 countries
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Create a shared 
understanding of 
what a ‘good service’ 
is



The headless chicken 
of delivery



GDSGDS

0.66% of the civil service
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Technology = what can be done

Design = what should be done
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Technology = what can be done

Design = what should be done
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We need an answer when 
we’re asked what a
‘good service’ is
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Out in November!
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Find out more about Good Services and sign 
up to the mailing list: 

bit.ly/goodservicesbook
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Slides are available here 



Thanks!

@LouiseDowne
Www.louisedowne.com


