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This workshop 

By the end of this session you will: 

1. Understand the potential of design to 

enhance improvement efforts in health 

and care

2. Learn how to incorporate design 

methods into your work

3. Try out practical design methods and 

know where to find more 



Workshop outline

9.00 Setting the scene

9.15 What is design and

what does it offer improvement?

10.00 Case study: co-design of Q

10.30 Break

11.00 Understanding users

11.20 Case study: Q Lab

12.00 Takeaways from today

12.30 Close

Interactive 

exercises



• A connected community 

working together to improve 

health and care quality 

across the UK

• Makes it easier to share 

ideas, enhance skills and 

make changes that benefit 

service users
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Case example: Q



What is Q?  

Know about Q? 

Member of Q?  

Have something like 
Q in your country?

Here from beyond 
the UK?  



Community of 1000s



Core infrastructure



Activities and resources



Q Lab

Generate and test ideas for 
improvement

Disseminate learning 
widely

Build a deep and rounded 
understanding of the issue

Develop skills and 
capabilities for action



Q Exchange



Use of design in Q

Design approaches used:

• To develop Q

• As part of what Q Lab does

• By improvers who came to it 

through Q
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Why design aligns and enriches 
improvement

Aligns well with:

• Iterative approach

• Participative ethos

• Gemba focus

Enriches:

• Depth and richness of user 

and problem insight

• Creative discipline of idea 

generation and prioritisation 

#Quality2019     #Qcommunity



Design resources 



What is design?

And what does it 

offer 

Improvement?







“Design is one of the most important 

drivers of the quality of experience 

for users of services. For 

governments to remain credible to 

their citizens, they must treat the 

design quality of their services as 

seriously as the best businesses.” 

Tim Brown, CEO and president, IDEO





Draw a vase

What is design?





Draw a method of 

displaying flowers in the 

home without a flat 

surface

What is design?



What is design?
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“A certain mindset is crucial: 
framed by inquiry not certitude, 

one that embraces paradoxes and 
tolerates multiple perspectives.” 

Frances Westley, Brenda Zimmerman, 
& Michael Quinn Patton in ‘Getting to 

Maybe
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Assume you are wrong 

People need space to try new 

things. Failure is inevitable at times, 

so surface it and learn from it.

Challenge the comfort zone

Process feels comfortable for 

most people. What happens if you 

remove the processes for a while?

Playfulness + discipline = creativity

Laughter and play is important and can 

encourage divergent thinking. Discipline 

is required to move teams into action and 

rigorously test assumptions. Invest in 
both of these. 
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Activity



Using personas
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Say?

Building empathy
Name: 

Source: Colab

Think?

Hopes?

Fear?

See?Hear?

Do?

Fears?

#Quality2019     #Qcommunity



Case study:

Designing Q



How did we get from a concept…



…to a set of multiple offers



Database of all 

improvement 

knowledge

Taught 

programme

Guarantee 

of expertise

Standing 

army

…and decide not to do other things?





What we did

Collate, 
review, 

plan

Collate, 
review, 

plan

• Introducing the co-

design process and 

parameters

• Exploring member 

world, identities, 

needs

• Probing ideas / 

aspirations for the 

future

• Further work on 

mission, purpose

• Developing problem 

statement and 

theory of change 

• More detailed 

iteration of ideas for 

activities, events, 

recruitment

• Reviewing draft 

proposed 

operating model

• Live vote to test 

approval

• Testing rough 

prototypes for 

potential offers 

3 X 2 day workshops over 6 months
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What did we learn?  

Key insights on working with:

• Differences between people 

• Ambiguity and emergence

• Participation and scale

www.health.org.uk/publications/building-q#Quality2019     #Qcommunity
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Different preferences

• Styles for communicating

• Approaches to networking and connecting 

• Learning

• Comfort with ambiguity



How comfortable are you with 
ambiguity or uncertainty?

Very uncomfortable

- structured, like to 

have a plan, likes 

decisions

Very comfortable

- flexible, adaptive, 

happy to not have a 

plan, like to discuss
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Participants thoughts on co-design

Positive Negative

A creative experience

Credible

Engaging with end users

Enabling sustainability

Converging experience and blue sky 

thinking

Giving opportunity for the quiet as well 

as the talkies

Messy, slow

Theoretical

Lots of talk

Little real change

Off-putting jargon

For me, co-design is:
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Ongoing use of design in Q



What using design has given us

• Helps us bring together multiple perspectives

• Keeps focus on members 

• Encourages testing, bias to action 

• Empowers those closest to the work to lead

• Fun!  



Momentum built by design?

New 
connections

New 
learning

Learn about Q’s impact so far: https://www.health.org.uk/publications/q-the-journey-so-far



“Q members […] reported a statistically 

significant improvement in their assessment of 

their skills and knowledge needed for the quality 

improvement work that they want to do”

RAND Europe, 2016



Momentum built by design?

New 
connections

New 
learning

Collaborative 
change 
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For more detail: www.health.org.uk/publications/q-the-journey-so-far



Break

Please be back by 11.00am  



Focus on users



Bringing design to improvement



Shadowing

To understand: 

how users are experiencing a 

problem or service from their 

perspective



Link tracing

To understand: 

how users connects around a 

problem or potential solution



Cultural probes

To understand: 

deeper motivations and emotional 

needs of users that cannot easily 

be communicated through 

interview



Video diaries

To understand: 

deeper motivations and emotional 

needs of users that cannot easily 

be communicated through 

interview



Mobile spaces

To enable: 

rapid engagement with ‘seldom 

heard’ groups by going ‘to 

them’ and providing a bespoke 

opportunity to contribute

To enable: 

rapid engagement with ‘seldom 

heard’ groups by going ‘to them’ 

and providing a bespoke 

opportunity to contribute

To enable: 

rapid engagement with ‘seldom 

heard’ groups by going ‘to them’ 

and providing a bespoke 

opportunity to contribute



Peer to peer research

To enable: 

greater reach into different 

audiences, embedding skills, 

and expanding coverage  



Design resources

1) CA

DIY TOOLKIT 

https://diytoolkit.org/

tools/

COLAB
https://www.scribd.com/document/35011
7243/Follow-the-Rabbit-Systemic-

Design-Field-Guide-by-CoLab-1

Q Creative Approaches to 

Problem Solving cards



Involving people in design
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Involving people in design

Source Nesta/FutureGov

Name

Age
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Exercise

10 minutes in pairs or on tables: 

1) Think about the outpatients department. Focus on 

a particular problem (eg improving attendance or 

reducing waiting times in clinic).

2) What activities could you use to help understand 

the problem?

Focus on the discover and define stage of the 

diamond.



Q Improvement Lab – Case example



Design Improvement

Social 
innovation

Q Lab
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The impact we seek to achieve

75

Disseminate 
learning 
widely

Build a deep 
and rounded 

understanding 
of the issue

Develop skills 
and capabilities 

for action

Generate and 
test ideas for 
improvement
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Build a deep and 
rounded 

understanding 
of the issue



Paper and pen activities
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Generate and 
test ideas for 

improvement
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Develop skills 
and capabilities 

for action

“I learned a great deal and it 
really encouraged me to think 
from different perspectives 

about peer support.”

“I think, working in the NHS, it can be quite 
lonely sometimes…t’s been great to get into the 
[Q Lab workshops], really, where you can kind 

of think out loud and explore new ideas
and get support”

#Quality2019     #Qcommunity
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Disseminate 
learning 
widely
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16.06.16 South West AHSN - What is Q?

Disseminate 
learning widely

Build a deep and 
rounded 

understanding of 
the issue

Develop skills and 
capabilities for 

action

Generate and test 
ideas for 

improvement



Inspiration from other brands



Thank you

Visit us online: http://q.health.org.uk

Email the Health Foundation: Q@health.org.uk

Follow us on Twitter:@the Community #Qcommunity

http://q.health.org.uk/
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Making this useful after today

How to bridge the gap: turning great ideas at a 

conference to something you actually use: 

• Select a few things

• Think about what it will take to use in practice

• And who else will need to ‘get it’
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Prioritise…  
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Design your takeaways

What are the key methods and 
ideas you want to use after today?

Who do you want to tell about it?

How would you describe it in a 
sentence?

Draw a picture of using it in action

Tweet your box: #Qcommunity

#Quality 2019



Thank you

Visit us online: http://q.health.org.uk

Email the Health Foundation: Q@health.org.uk

Follow us on Twitter:@theQCommunity #Qcommunity

http://q.health.org.uk/

