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First – A Confession







FREQUENT FLYER MILES
Over 100 acute hospital admissions
15 stays in psychiatric units
One year trapped on MH ward “delayed 
discharge due to housing”
2 residential rehabs
1 therapeutic community
1 Social Services hostel
18 months in supported housing
2 substance misuse day programmes
2 dual diagnosis day programmes



3 Ways to do service 
improvement 

• Don’t listen very much to our 
users and we do the designing 

• Listen to our users then go off 
and do the designing 

• Listen to our users and then go 
off with them to do the designing 
(Professor Paul Bate, 2007)



User-centred design is the way forward 
– a universal commitment and a new 
culture of how we do things. We’ve 
seen it a bit in the past but not at this 
level. We recognise that it might be 
tough for those who live in the old 
system, but if we want to make a 
system for those using it then co-
production is the only way forward.

Dr Adrian McLachlan,  GP and Chair of 
Lambeth Living Well Collaborative 
Board



A Continuum of Co Production
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STAGE ONE – DOING TO 



Frozen Assets



Stage Two – Doing For





CONSULTATION FATIGUE



JANE’S STORY

“It is difficult to describe how crass and 
inappropriate those messages are. 
What are they for? I can imagine a 
faceless man in a suit pointing to a pie 
chart at a meeting of senior managers 
and telling his colleagues that 
customer satisfaction is at a record 
high.”





Beyond Voice to 
co-design and 
co-production

STAGE THREE
DOING WITH
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Some more good stuff

• Jonkoping Renal Unit 

• Experience Based Co Design at Oxleas

• PRASE Project Bradford

• Imperial College Health Partners Patient Safety 
Champion Network

• NHS Horizons “Hacks” 



If I had an hour to solve 
a problem and my life 
depended on the 
solution, I would spend 
the first 55 minutes 
determining the proper 
question to ask, for once 
I know the proper 
question, I could solve 
the problem in less than 
five minutes
Albert Einstein



The point of data is 
understanding. Reflecting on 
your understanding creates 
empathy. This allows for 
thoughtful decision making
Zeke Franco



You may have heard the 
world is made up of atoms 
and molecules but it’s really 
made up of stories. When 
you sit with an individual 
that’s been here, you can 
give quantitative data a 

qualitative overlay 
William Turner
16th Century



Metrics can tell you what 
users like and dislike but 
they can’t tell you what they 
dream about.
Scott Gursky



DON’T FORGET YOUR FEEBACK FORMS
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