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How? 
By providing support to work
with a development process 
based on user needs and co-
creation of services with users
and providers.

What?
Supports municipalities, county 
councils and regions to work with 
user-driven innovation – service 
design, by themselves, in their own 
development work.



Make the right priorities

Stop doing Do less Do more Start doing



Growing population
less resources



The innovation process

Innovationsguidens process contains six steps – adapted to suit the working conditions in the 
public sector – to guide the development teams from challenge to solution in a structured way.



Digital platform
Step-by-step instructions, 
movies, templates, inspiration. 
Do it on your own.

Development programme
Working with a real challenge for 
8 months, training workshops, 
coach support. Support throughout
the whole process.



Development program: Training & coachning



In-depth interviews 
with the user group

The users recorded their 
daily lives through diaries

Quick prototyping and 
co-creation with users

Several home care groups have 
started to use the solution and it 
has spread to other municipalities.

Insight: Creates distress not 
knowing who will show up at 
the next home care visit.

User case 1 – Home care services for senior citizens

Challange: "How can we support senior citizens living in their
own home, to increase their sense of safety and involvement in 
their daily lives.



"The social service only
told me which city I 

would move to, I did not 
know where it was"

"Felt stressed when
everything happened so 
fast. Was told in a garage 
that I would be placed, all 

concrete and dark"

User case 2 – Social services for youths placed in family homes

Some quotes from 
interviews with family 
home placed children 

First prototype for
the final solution; the 
booklet “Welcome to 
us”. It’s now being used 
by all social services in 
the municipality.

Challange: "What can we improve for children
and youth that are placed in family homes?"



2016

130 project teams (700 people)
55 coaches
220 course participants
100 politicians and leaders

2017 2018 2019

Overview
Number of completed, ongoing and future 
development programmes, courses in service 
design and courses for leaders and politicians.



Training day



Having fun at the 2-day 
crash course in service design 



Template “challenge definition and goals”
To make the team work in the same direction.



Turn off your “professional brain”!

o Listen!

o Look at your users with a fresh set of eyes

o Ask, even if you think you know the answer

o Don’t explain and defend



15

… that the problem will turn out to 
be different from what you first

thought …

… therefore it's not possible to 
know the solution from the 

beginning.

Be prepared …



"Happy and fulfilled, 
after over 40 years in 
public service, it was the 
first time I got a real and 
handy tool to work with"

''This is a new way of
thinking. Instead of
imposing our solutions on 
the user we investigate
what our users actually
have a need for.''

Participant after the 1-day 
course ”Service design for 
politicians”

Quote from the Head of
Unit Care and Welfare, 

municipality of Uddevalla



Some ripple effects...

Gothenburg municipality has 
introduced policies to always use our 
model or a service design perspective 
in all the city’s development projects. 

Our biggest university hospital has 
started to employ service designers as 
well as training current staff to be able 
to lead service design projects and 
teach the method to others – with the 
support of our material.

Several member organisations 
have started to use our 
support tools independently, 
creating their own courses and 
development programmes 
around it.



1. Talk to one user about 
his or her experience

2. Make observations in 
the nearest waiting room 
or entrance hall

3. Test one of your own
services as a user

First step?



Innovationsguiden.se (Swedish)

Introduction movie (English):
https://youtu.be/ZFj8IeYIKH0 

Swedish Design Research Journal 
nr 1, 2017, p.33-35 (English)
http://www.svid.se/upload/Forskning/Design_Res
earch_Journal/Design_Research_Journal_nr_1_20
17/Design_Research_Journal_no_1_2017_English.
pdf

More?

http://innovationsguiden.se/
https://youtu.be/ZFj8IeYIKH0
http://www.svid.se/upload/Forskning/Design_Research_Journal/Design_Research_Journal_nr_1_2017/Design_Research_Journal_no_1_2017_English.pdf


Development based on user needs

www.innovationsguiden.se

sara.tunheden@skl.se

Thank you!

http://www.innovationsguiden.se/

