
Collaborate to Innovate
“Participatory design”



• 12 years as an industrial design consultant

• creating new products, user experiences and services 

for business clients in many sectors.

• 8 years in the public sector, leading on design strategy 

at the UK’s national innovation agency: Innovate UK 

• Responsible for support services – including coaching 

programmes and funding competitions to help 

businesses use design to innovate more effectively.



Using design to innovate more effectively?



• Innovation isn’t just about coming up with new ideas.

• It’s about creating value through new ideas.

• An idea can only create value if it’s adopted and used.

• Technology can make a new idea possible

• But people determine whether its adopted and 

therefore, whether it creates value.



• So innovators need to understand what makes people 

tick

• and translate that into useful and desirable solutions 

with beneficial outcomes



• Design provides methods, tools and professional 

expertise that can help

• There are lots of different ways to design

• What do they have in common?

• They start early, and they involve people.

• Because good design starts with understanding 

problems from the perspective of people involved

• Its about solving the right problems in the right way 



Design for digital innovation hubs

The benefits of participatory design



Two considerations:

• Hub customers could benefit from better 

design in their projects.

• Hubs themselves could use design to 

provide services that are more desirable 

and valuable to their customers.

Let’s focus on this, because we should 

lead by example. If the hub is an exemplar 

of good design, it’s customers will follow.



A framework for design: The Double Diamond

How can we create value for 

our customers?

Discover

• Who are your customers?

• What is their vision? 

• What do they need to realise that vision?

• What are their circumstances, lived 

experiences, motivations, frustrations.

• What has worked well for them in other 

situations?

• What have they done to help themselves? 

• What other community/ecosystem 

stakeholders need to be involved?

• What can you learn from other places and 

people?

Specific needs or 

opportunities you can 

respond to

Develop lots of ideas

• Different ways to meet 

the need or exploit the 

opportunity

• Prototype them

• Test them

• Filter and improve them

• Fast, iterative cycles

Discover Define Develop Deliver

Make sure you’re doing the right thing …then do the thing right!

A clearly-defined, 

actionable plan for one 

or more  specific 

solutions



Who’s involved?

The double-diamond process works best when 

the community are involved. In fact, if you try 

and do it without involving the people you’re 

designing for, it won’t work at all.

I don’t know.

You don’t know.

The community knows

But the way that people are involved can vary



An approach: Participatory Design

The community are involved at specific points 

in the process

The designer is a “facilitator”, helping to steer 

the 

The designer is responsible for synthesizing 

and translating.



Going further: Radical Participatory Design

The designer/s is just another member of the 

community, engaged on equal terms.

Facilitation, synthesis and translation are all 

carried out by the community.

Community members are involved fully, through 

the entire process. 

All community members are rewarded equally

Lived experience and knowledge are valued as 

much as professional design expertise.





How to design the digital innovation hub programme
- who’s going to be involved?
- systematic thought and processes around how 

services are delivered
- hubs are operating within ecosystems – each hub 

won’t do the entire journey

- Design IS relevant to YOU as a digital innovation hub –
you need to implement design to create more 
effective, impactful services.

- Finish with three key takeaways

Focusing on the design process and how innovating 
collaboratively with users/beneficiaries is crucial. 

Give our participants tangible tools they can use in the 
design of their programmes/initiatives.

The audience will primarily be Digital Innovation Hub 
leaders who will be interested in how they can 



Innovation means creating 

impact through new ideas

but new ideas only create 

impact if they’re adopted



Technology can turn 

ideas into reality

but adoption and impact 

depends on people
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Innovators need to 

understand what 

makes people tick



and translate that into 

desirable solutions with 

beneficial outcomes



to avoid developing the 

wrong things



We need ideas that draw 

on a deep understanding

of people, place and 

complex systems



We can’t do that without 

involving the people who will 

be affected by our ideas.

Innovating for people

Innovating with people

People, not just as users, or 

customers but as citizens, 

societies and populations



Participatory design

(or co-design)



What does this mean for Digital Innovation Hubs?
Aim: better design accelerator/business support programmes or other 

income generation services to support sustainable business models

Help your customers use participatory design methods:

• Help them to understand the value and role of participatory 

design through examples they can relate to

• Offer participatory design training

• Provide facilitation for participatory design processes



But of course, these are just ideas. Why not involve your 

customers in the co-design of your services?

Work with your own communities to understand their needs and 

co-design support initiatives/services to help them.



Introduce concepts



How can you design better services for your customers?

- understand what they’re trying to do?

- How does the journey work right now?

- What are their barriers / pain points?

- Which ones can you fix, and how?

- Then test and integrate feedback



Case study

Think of some prompt questions:

Does this resonate with you?

Is the challenge familiar?



Seed questions?

What are some of the challenges you’ve faced?

Have you tried anything like this?



3 key take aways

Useful links / resources



1.5hr session overall 

• 20 min presentation

• 10 min Q&A

• 20 min Group exercise

Think of a customer

What question would you ask them?

• 10 min Feedback on exercise


