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Agenda 
 
Part 1 
8.35 – 8.50 Arguments around why users should be involved in public service design. 
8.50 – 9.00 Discussion (picking up your questions in the chat) and break 
 
Part 2 
9.00 – 9.20 Ways on how public service design can be (more) inclusive of users. 
9.20 – 9.30 Discussion (picking up your questions in the chat) and conclusion 
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First up - some terms clarified
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User

Service design

User involvement
Those who use public services.   Users engage in and take over innovation activities. 

A creative, human-centered and iterative approach to service innovation.  



Why should users be involved in 
public service design?
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Argument 1
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Users are a source of innovation!

6



Argument 2
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Users often innovate before firms do!
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Source: von Hippel, E. (2006). Democratizing 
Innovation. MIT Press.



User innovation with ‘no producer involved’

9Source: https://patient-innovation.com/  

https://patient-innovation.com/
https://patient-innovation.com/


Argument 3
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Users have access to ‘use knowledge’!



Activity system
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Service user



Challenge: Understanding the system surrounding the user’s activities.  
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(Picture source: IDEO)



Discussion Time! 
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How can public service design be (more) inclusive of 
users? 
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Policy level
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Innovation Policy
Innovation policies are in many cases producer-centric: Resources required 
for innovation go to firms and research institutions.  

Example: Food waste in Sweden
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Sources: 
https://international.stockholm.se/governance/smart-and-connected-city/open-data/  
https://obamawhitehouse.archives.gov/nation-of-makers  
https://hhk3.kau.se/im/  
https://digitalwellarena.se/projekt/digitalwell/innovationssupport/ 

https://international.stockholm.se/governance/smart-and-connected-city/open-data/
https://international.stockholm.se/governance/smart-and-connected-city/open-data/
https://obamawhitehouse.archives.gov/nation-of-makers
https://obamawhitehouse.archives.gov/nation-of-makers
https://hhk3.kau.se/im/
https://digitalwellarena.se/projekt/digitalwell/innovationssupport/
https://digitalwellarena.se/projekt/digitalwell/innovationssupport/


Hack the Crisis

Source: https://www.hackthecrisis.se/ 
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https://www.ucl.ac.uk/healthcare-engineering/covid-19/ucl-ventura-breathing-aids-covid-19-patients
https://www.hackthecrisis.se/


Project level
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Shifting design activities to users
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BUT: User involvement cannot be realized based on a  
‘built-it-and-they-will-come’ mindset. 



Understanding user motivations
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Source: Nambisan, S., & Baron, R. A. (2009). Virtual customer environments: testing a model of voluntary 
participation in value co-creation activities. Journal of Product Innovation Management, 26(4), 388-406.

Cognitive benefits (seeking enhanced 
knowledge/understanding of the field)

Social benefits (seeking ties and 
communication with other participants)

Personal benefits (seeking 
personal reputation, status)Hedonic benefits (enjoyment 

in participating) 



Library studies with ‘extreme users’
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Source: Trischler, J., Pervan, S. J., Kelly, S. J., & Scott, D. R. (2018). The value of codesign: The effect 
of customer involvement in service design teams. Journal of Service Research, 21(1), 75-100.



Self-selected users
Distribution of lead user characteristics  

  Study 1                Study 2
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Who should be involved?
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n

Level of engagement/motivation

‘General’ users

‘Extreme’ users ‘Extreme’ users



Self-selection a justified approach to public 
service design?
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n

Level of engagement/motivation

‘General’ users

‘Extreme’ users ‘Extreme’ users



Co-design with (non-engaged) users
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Planning  

Recruitment  

Connecting 
Raising awareness 

Incentivizing 

Sensitization 

Informing 
Preparing 
Activating 

Facilitation 

Enabling

Outcomes 

New ideas 
Capacity to drive change

Requirements for user involvement through co-design Consequences of user involvement 

Resourcing 

Exploring access 
points to users 

Source: Trischler, J., Dietrich, T., & Rundle-Thiele, S. (2019). Co-design: from expert-to 
user-driven ideas in public service design. Public Management Review, 21(11), 1595-1619.



Thank you!  
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