
Service Design in Health and Social Care
Community of Practice #2
This session aimed to stimulate discussion around how we can develop a 
community of practice to support the development and integration of design 
practices and professions within the health and social care system.
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Developing a community of practice

Interest in design professions and the role of service design in health and 
social care has grown enormously over the last two years. Many of our 
health and social care organisations now employ designers or user 
researchers and are investing in design training for their workforce.

During the COVID-19 pandemic, the visibility of the value of user 
research, service design and other user centred design roles have come to 
the fore – and demand for design skills is high.

We want to help build on this momentum and develop a community of 
practice that can come together to further the role of user-centred design 
in health and social care.

This is just the beginning. The work of the community of practice will 
evolve, shaped and owned by its members who are exploring, working 
with, delivering or leading on design within health and social care.

The first Community of 
Practice session involved 
senior leaders from across 
health and social care. This 
initial discussion highlighted 
four themes:

How might we better collaborate to 
ensure we have access to the 
skillsets needed to allow us to focus 
on designing services around the 
needs of the people who need them, 
with meaningful involvement of 
citizens/users throughout?

How might we build 
awareness, knowledge, 
capabilities and confidence 
in implementing service design 
approaches across health and 
social care?

How might we develop 
a consistent approach to 
service design across all
organisations?

How might we utilise our 
Community of Practice to 
support senior-level buy-
in, so that we can get on 
with ‘doing the doing’?

Using the 7 Principles of the Scottish Approach to 
Service Design, we chose to frame this second session 
around the 7th Principle

We contribute to continually building the Scottish 
Approach to Service Design methods, tools, and 
community.

Comments from Participants

“Really important to expand the breadth of engagement so that 
we don't leave partners behind if we are fully to reflect people's 

lives in our service design”

“I'd be keen on an ask and offer marketplace. I think a lot of 
learning can only happen on live projects, which we don't always 

have.”

“Collaboration always needs to be for a shared purpose and not 
become an end in itself.”

“Evidence in action cycles are helpful in understanding the what 
we are attempting in application through service design” 

https://www.gov.scot/publications/the-scottish-approach-to-service-design/pages/the-7-principles-of-satsd/


Speakers
Rochelle Gold, Head of User Research, NHS Digital outlined work being done in NHS Digital to mainstream user research, including 
development of a Community of Practice and the impact this had on progression of the user-centred design profession. 

What has been achieved
• The community has come together in a way that has allowed 

for rapidly identifying gaps and blockers to user research delivery
• Rapid testing of solutions
• User research profession of around 40 researchers
• Quarterly community of practice meet ups
• Fortnightly local user research meet ups

To help build the profession the community of practice has:
• established a user research graduate scheme within NHS digital, and
• developed user researcher job descriptions for use across the 

NHS and government.

Rachel Dowle, Head of User-centred Design Profession, Scot Gov talked about how they have been raising awareness around service design through 
the SAtSD and developing a more standardise approach across the Scottish public sector. She shared:

“We started with six motivated colleagues”
• Initially planned regular meet ups were planned where we could talk and shares 

ideas/experiences
• Conversations developed around the skills mix required
• Explored different tools and resources we would need – like knowledge 

management systems, ethics processes and role profiles
• Different members of the group took a lead on a key area

“Start small and demonstrate value”
• When starting out, it is important to demonstrate value and begin getting buy-

in for the approach
• Start in one, small part of the organisation and focusing on making an impact 

will help show the importance of user research
• If you spread resources and efforts too thinly the benefits aren’t as clear
• A challenge is to demonstrate that user research isn’t just ‘talking to people’ in 

the frame of market research, it is about having the skills and experience to 
understand what the underlying needs are – from conversations and 
also observations

Digital Scotland Resources: Still 
in beta, but pulling together all 
relevant resources for design and 
digital.

The SAtSD Playbook Version 2: 
This version (still in development) 
aims to answer some of the 
practical questions around SAtSD.

Digital First Service Standard: A 
useful set of 14 criteria to assess 
against when building digital 
products!

Design in Public Sector Slack: A 
place where the user-centred 
design community share and 
network!

Organisational Design Maturity 
Matrix: An activity using the 
matrix from the Playbook, 
contact design@gov.scot for 
more information!

hcis.personcentredscot
@nhs.net

https://resources.mygov.scot/alpha/
https://docs.google.com/document/d/1t4nsO3fQNKsrLfpwoPlEs-q0BfHmNAoetT9ttMaPawk/edit#heading=h.2tbe8jfigxs8
https://resources.mygov.scot/alpha/service-standard/digital-scotland-service-standard/
https://psdesign-scot.slack.com/?redir=%2Farchives%2FC016SH13DBR
https://resources.mygov.scot/alpha/designing-services/guide/
mailto:design@gov.scot


•Establish a clear career path for user-centred design roles

•Involve and upskill people in the wider community

•Get senior level buy-in to build awareness

•Be clear on the roles required for projects

•Showcase the value – focus on something small to start!

•Build trust that this is an approach aimed at hearing people's 
needs and not led by higher agendas

How can we support the design profession in 
health and social care to develop?

• Share in a live environment through shadowing other teams

• Set up a marketplace to store learning and share opportunities
for collaboration

• Work with those focused on engagement and participation to see 
value of and embed elements of user research

• Highlight generalisable themes, user needs and lessons

How do we share our learning?

What do you think the priorities should be for our Community of 
Practice?

%

How might we better collaborate to ensure we have access to the 
skillsets needed to allow us to focus on designing services around the 

needs of the people who need them, with meaningful involvement 
of citizens/users throughout?

38

How might we build awareness, knowledge, capabilities and 
confidence in implementing service design approaches across health 

and social care?
37

How might we utilise our Community of Practice to support senior-
level buy-in, so that we can get on with ‘doing the doing’?

13

How might we develop a consistent approach to service design 
across all organisations?

12

Session Discussion
After hearing from our speakers, we were keen to know more about who 
had joined the call and discuss, in greater depth, some of the elements 
and challenges related to building the user-centred design profession.

Consideration:
Most of the session participants felt that they understood 'bits and bobs' 
related to service design. This aligns with the voting for the priorities to 
focus on supporting collaboration and development of capabilities and 
confidence in implementation of service design. However, both priorities 
receiving least votes are both represented in the chosen key action areas 
for development (see next page). So, how might we, as a Community, 
take forward the top 2 priorities?
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Other

I'm a trained and/or experienced user-centred
design professional

I’ve done some high-level training

I work closely with the user-centred design
profession on a lot of projects

I understand bits and bobs

I'm a newbie! Please tell me more!

Service design? I've heard of that...

How comfortable and confident are you taking a 
design-led approach?



Next Steps
During the session, we were keen to keep a focus on action. Six key areas were identified as themes that would be worth further exploration. If you 
would like to be involved in forming groups around any of these areas, please contact: hcis.personcentredscot@nhs.net

• How might we utilise this Community of Practice to generate senior-level buy-in?
• How might we identify the challenges with generating buy-in?
• How might we identify what we need to gain buy-in?

• How might we ensure our user research is legal, inclusive and ethical?
• How might we align our approach to user research?
• How might we share our insights from user research in a more coherent way?

• How might we best identify design tools that support inclusion?
• How might we ensure we are involving and engaging across our population, 

intentionally addressing issues of inequality?

• How might we align to the DDAT (Digital, Data and Technology) framework for 
user-centred job descriptions used by the UK GOV and Scot Gov?

• How might we align user-centred design job descriptions for health and social 
care in Scotland?

• How might we be more visible to each other?
• How might we explore a space where work can be visible, we can collaborate, or 

hear about shadowing on projects elsewhere etc.?

• How might we support synthesis of research into user needs that are actionable?
• How might we encourage rapid prototyping?
• How might we create and store the insights from user engagement for health and 

social care teams to share and reuse?

Save the Date!
Our next Community of Practice Session 
will be on the 28th October between 
1000-1200. We will send out details 
nearer the time, but meanwhile make 
sure you place it in your diaries!

We will be receiving updates on actions 
around the 6 key areas, but have space 
and time to include more but if you 
would like to be involved in designing 
the next session, please get in touch!

A reminder, if you're wanting to engage with 
the wider design community in Scotland, 
remember to sign up to the Design in Public 
Sector Slack channel.
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Turning evidence 
into action

https://www.gov.scot/policies/digital/digital-talent/
https://psdesign-scot.slack.com/?redir=%2Farchives%2FC016SH13DBR

