Employability Conference – June 21. Workshop Report Template 
	Workshop no :       2                     Title :    Designing Services with Clients at the centre

Facilitators: Ruth Cooper, Renfrewshire Council and Toni Andrews, Young Scot

No of participants:  23                                

Interactive tools used Powerpoint and Teams chat 

	Key objective – 
· to provide an introduction to The Scottish Approach to Service Design, 
· to look at a case study (Young Scot) of the approach in action
· to consider how and where we can start using this model and what the implications are.
· To look at how we move the agenda forward



	Specific challenges discussed/identified 
	Solutions/actions to address these and who might take these forward 

	Started with some broad questions over whether the Scottish Approach to Service Design seemed like a good thing to do and how much of it goes on at present?
	Participants enthusiastic about the approach and consensus that it would be a very good thing to do, but not without its difficulties. Comments included that the multi service approach is working well across Renfrewshire and we need to gather more feedback in order to best support our clients. More focus groups and forums required. Concern that this shouldn’t be just for young people, an all age approach is required.

	
	Not much going on at present, the group identified that much of our current work is guided by previous experience of the target group and that we monitor / evaluate / take feedback on services and that this is an ongoing process (rather than at the start / during the design phase per TSAtSD approach).

	
	More difficult at the moment due to covid working arrangements – customers are not able to come to the office regularly, difficult for clients to feedback about services without the same interaction with advisors. Positive feedback though on recent evaluation process with clients who really enjoyed the interaction and request to feedback, felt valued.

	How do we ensure that we can involve those most disengaged and where the process of designing services has to be integrated with so many other services / agency work.

	Agreed that this should not be a tokenistic process and that to do it well will require resources and knowledge / capacity and skills.

	
	We looked at some of the barriers to involvement – lack of IT equipment, language / second language / not being available at certain times due to childcare etc and agreed that there is much to overcome.

	
	Considered the option of rewarding customers for their time and involvement in the design process. Young Scot indicated that remuneration in terms of expenses were covered and possibly a voucher as a thank you but not any formal payments

	Question over how good our current services are:
	Discussion around basic things such as opening hours not suiting some people (childcare issues etc) – a good starting point could be looking at this, especially with so much working from home at present.

	
	Consensus that pre-covid working offered more opportunity for engagements / feedback than current working. Example given of no access to parents nights / parental opinions and so limited feedback.

	
	Suggestion of a hybrid service in the future with more face to face work but also some online,

	How do we move the agenda forward?
	There was not enough time in the workshop to do justice to the topic, there is a really full training opportunity to do this well and to understand how to effectively engage with client groups etc. 

	
	Our solution was to identify staff from across organisations who could become champions for this and could be trained in the whole approach and then support others to get involved.

	
	Following the training of staff we would look at the process of involving the customer and deciding on a plan of action and timescales.

	

	General feedback from the group on the workshop? 

Really keen to see more sessions on this area of work and to take it forward. Felt that there would be real value in this.



	



