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What is a digital
service?

‘I thought this session was going to be
really techy”




Good Service Design

The objective is to develop services that are useful,
useable and valuable from the point of view of the user,

and effective and efficient from the perspective of the
service provider. (GOV.UK)
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Where does a service start?

We need to view our services from the perspective of the
people who use It.
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The Service Design Process

DISCOVER DEFINE DEVELOP DELIVER

insight into the problem area to focus upon potential solutions solutions that work

PROBLEM
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PROBLEM
SOLUTION
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How can we make 0%70 3 Cmu
sexual health information Wales

more accessible?

What would the perfect sexual health
service look likee
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Problems

1. STI's are high risk amongst young people
2. Information isn't accessible for all young people
3. Young people are attending STl clinics at the wrong time

(this wastes their fime, staff resources and results in fewer
young people getting the support they need)




We wanted to discover what young people ‘actually
do’ when they need to find help
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FEELING
GOOD

FEELING
BAD

Young person worried
about Chlamydia after
unprotected sex last

night.

Finds a local clinic

Searches online and feels over-
whelmed by the confusing
information and horror stories

Feeling hopeful once
they get to see a
health worker

Frustrated as cannot

book an appointment

Joins long queue for
drop in service, feels
embarrassed

Feeling upset as they
got turned away. They
must wait two weeks
after possible exposure
to Chlamydia to be
tested.

Feeling anxious and
searching online again
over the two week wait

TIME



FEELING
GOOD

FEELING
BAD

Young person worried
about Chlamydia after
unprotected sex last
night.

Chats with an adviser online
and is helped to book an
appointment for 2 weeks time
(advised there mustbe a2
week wait for Chlamydia
following exposure)

Searches online and finds a
website full of youth friendly
information around sexual
health with an free, anonymous
IM service

Goes back to the website to get
information, watch videos and
learn about what will happen at
the clinic

Feels empowered that they
are in control of their
sexual health

Goes to clinic, gets tested
and is given free condoms

TIME



The Solution

1+ Are you looking for information on *
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https://www.friskywales.org/assess1a.html
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It's about creating accessible services

. Easy to find

. Easy to use

. Easy to contact

. Easy to feed back

...and joined up
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People first, technology second

The role of digital in service design is to enhance the
experience for service users
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Get in touch

Arielle@promo.cymru
Q@little_ari
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