


Snook are a research
and design agency who
focus on projects that
deliver positive

soclal Impact




Over a decade of helping clients design great services
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Over a decade of helping clients design great services
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How do we engage with
users and customers to
build better services?
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The importance of

research, design, and
feedback
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“A service helps someone
to do something”

Lou Downe
Founding Director of the School of Good Services
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“Our customers
frustrations are mirrored
by those of our front-line
teams”
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Services get developed
around organisational
alms, not user needs




“Residents might not
Know the intricacies of
running a repairs
service, but theyre
experts in what it's
lIke to be on the
receiving end of it.”




How do we change this?

shook



Analysing the mess Vision Changing the mess
1+ 0

Design Journeys through Complex Systems: Practice Tools for Systemic Design
Dr Peter Jones & Kristel Van Ael
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Analyse

 Understanding the issues, quantifying

the issues for users
 Understanding the what AND the why
 Pausing and taking a step back
 Framing the challenge
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Vision

1. Plan And Book 2. Travel to Station

Informed Before Travel
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u&awm&mmommn is
possible to travel with wheels,

Future Experience

PfMd. information in advance of travel to better
manage Wheeled Passengers. Identify cyclists at

booking and encourage them to travel of f-peak or
leave their bile at the station.

Concepts in Action

Good Miles

At bocking passengors are
askod if they are ‘traveling
with wheols’ and are offered
Good Mile rewards for leaving
bicycios at station or traveling
off-peak.

Goad Miles per journey
advectised ot bocking to oll
passengecs, and encoursgoes
them to sign-up 1o claim them.

Good Miles offers mies in
oxcharge for passenger
foedback on the planning and
booking experence.

Speady Lock

Abilty to reserve o lock ahoad
of travel removes uncertainty
about being able tolesve
biks at the station, and alows
passengers to plan for this.

Whaeled Passengers
Whoelod Passenge
Membeorship identifies
passengors at booking and
checks whather they wil be
‘travelling with whoels' Data is
fedinto predicited capocity of
Whoel Zore.

Whee! Zorw Capacity uses
hatorical capocity dsta to
suggoest trovel on quietor
trans and spread cut Wheeled
Passengors,

Leisure Cycling

Promote off-pesk lesure
cycling and peovide
mggestions for quieter routeg
ond times which cyclsts are
mast oy to be able to boaed,
ospecaly in groups.

Other Modifications

Bicycle Poley doarly
advertised at booking.

Sustainable Travel

Not s key part of cusrent passenger experience.

Future Experience

Encourage passengers to travel to the station using
sustainable and shared transport.

Concepts in Action

Oocd Mies

Good Mies given for good
travel, vorifiod using third party
apps such as Strava. Travel

Inchudos cychng, welking, public
traeaport and cir sharing

3. At The Station 4. On The Platform 5. Getting On The Train 6. 0n The Train 7. Getting Off The

From Confusion to Clarity

Care and Convenience

M signage and coocm about bike security.

Future Experience

Clear signage and policies for Wheeled Passengers.
Encourage cyclists to leave their bicycles at the

station at peak times with secure and convenient
Speedy Lock facilities, and Good Mile incentives.

Gocd Miles

Good Miles awarded for Good
Deeds inchuding leaving bike

ot station, participating in kve
research and reporting broken
fociiting

Speedy Lock

Offer convenience for cyclists
with fast lock + 9o Speedy
Lock sterage focilties.

Remove the hassle of carrying
8 bicycle lock.

Provide reassurance about
leaving blcycios with insurance
offering

Wheeled Passengers
Whesled Passenger Signage
Is clear and consistent at the
station, including on gates,
ovorhoad signs and floor
markings

Wheelod Passoenger Togs help
locate and guide whaeled
passengers using medium
raege RFID

Real-time capacity of
whesichalr srea provided

10 sncourage Wheeled
Passengors to travel on guieter
trains.

Other Modifications
Bicycle Policy - clearly
displayed ot station n
locationa cyclists are lialy to
pass.

Right Place, Right Time

I.adso( nfom\mon about where bicycles should
board the train and where the wheelchair carriage

will arrive.

Future Experience

Helping Wheeled Passengers position themselves
in the right part of the platform. Reducing stress,
improving platform safety for all passengers and
enabling prompt train dispatches.

Good Miles

Possongers incentivised to
perticipate in live feedback
while they mait with Good Miles

Wheeled Passengers
Wheolod Passengers Togs
locate and guldo passongers to
the right end of platfeem

Winelod Zore Location roveals
the rough location of Wheoled
Zone certiage on the platform
(o.g. front/back/midde, 15t
2nd. Srd) using platform
anncuncements, moble app
and floor markings.
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Current Experience

Confusing and stressful Unclest where bicycles
and buggies should board, and who has prioity in
wheelchair area.

Future Experience

Clear communication and signage to help Wheeled
Passengers board and remind all passengers to be
patient.

Concopts in Action

Wheeled Passengers Play Nice
Whaelod Zone cloacly bbellod  Platform anncuncemmnts

1o all passongors when to remind passengers to

boarding. be pationt, human and give
Wheeled Passengers enough

On-bosrd signage space when boseding,

communicates priority

for Wheolod Passongers Other modifications

and reduces ron-wheeled Automatic hydraulic ramps

poassengers in sces, making it enable some whwelchai users

easiar to bosrd with wheels t0 bosed without assistance

Real-time and predictive

COpacity may improve boarding

expeeience by dstributing

Wheeled Passengars across

trains.

Less Stress for Everyone

Lack of guidance and priority in shared wheelchair
spaces leads to crowding and conflict.

Future Experience

Wheeled Zone clearly differentiated and Wheeled
Passenger priority communicated. Reminders to all
passengers to be patient and nice to each other,

Concepts in Action
Earn additicnal Good Miles Leisure cychsts try to travel st

through live surveys. feedback the quiestost times, when thoy
and customor research ore most ikely to be alowed
thok bicycles on board.
w
Wheedled Zone visually Play Nice
diferentiatod with soat colowr, Posters on board and friendly

window stickers and flooe annauncemant from staff to
stickars remind passengers ‘we all want
16 got home. Play nice and we
Cloar ignage to ralse will all got there quicker and
awarenoss of Wheeled happiar.
Passenges priceity
Other Modifications
Whooled Passenger Togs Secure storage or strops for
detocted by on-board readers bicyclos.
to provide data on wheeled
capacity, Remove gloss panel snd pole
1o impeove the experience for
passengers with accessbilty
neods.

Independent Whee

Wheelchair users rely on special ass
off the train, which is not always reli

Future Experience
Wheeled passengers can get of the

themselves, using passenger operat
ramps.

Concepts in Action

Play Nice

Platform anncuncements

to remind passengors to

be patient, human and give
Wheailed Passengors enough
space when getting off the
tran,

Other Modificaticns
Automatic hydraulic ramps
anable some wheelkhar
users to dsombark without
assistance.
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Current Experience

Confusing and stressful Unclesr where bicycles
and buggies should board, and who has prioity in
wheelchair area.

Future Experience

Clear communication and signage to help Wheeled
Passengers board and remind all passengers to be
patient.

Concepts in Action

Whoeeled Passengers Play Nice

Wheelod Zone cloacly abeflod  Platform anncuncemmnts

to all passongors when to remind passengers to

boarding. be pationt, human and give
Wheeled Passengers enough

On-bosrd sigrage space when boseding,

communicates priority

for Wheelod Passongers Other modifications

and reduces ron-wheeled Automatic hydraulic ramps

possangers in sces, making it anable some whwelchal users

oasiar to bosrd with wheels t0 bosed mithout assistance

Real-time and pradictive

COpacity may improve boarding

expecience by dstributing

Wheeled Passengars across
trains.

Less Stress for Everyone

Lack of guidance and priority in shared wheelchair
spaces leads to crowding and conflict.

Future Experience

Wheeled Zone clearly differentiated and Wheeled
Passenger priority communicated Reminders to all
passengers to be patient and nice to each other,

Concepts in Action

Geod Mies Leiswre Cycling

Earn sdditicnal Good Milkss Leisure cychksts try to travel ot

through live surveys. feedback  the quiestost times, when thoy

and customer research are most dkely to be alowed
thak bicycles on board.

Wheeled Passengers

Wheedled Zone visually Play Nice

diferentiatod with soat colowr, Posters on board and friendly

window stickers and flooe annauncemant from staff to
sickars remind passengerns ‘we all want
1 got home. Play nice and we
Cloar signage to raise will all got there quicker and
awaranoss of Wheeled hapgpior.
Passenger priceity
Other Modifications
Wheeled Passenger Togs Secure storage or strops for
detocted by on-board readers bicycles
to provide data on wheeled
capacity, Remove gloss panel snd pole
to impeove the experience for
passengers with accessbilty
neods.

Independent Wheelchairs

Wheelchair users rely on special assistance to get
off the train, which is not always reliable.

Future Experience
Wheeled passengers can get of the train

themselves, using passenger operated hydraukc
ramps.

to remind passengors to

be patient, human and give
Whealed Passengors enough
space when getting off the
train,

Other Modifications
Automatic hydraulic ramps
anable some wieekhar
usars to dsombark without
assistance.
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6. 0n The Train 7. Getting Off The Train 8. At The Station

Guidance and Rewards

Poor signage for Wheeled Passengers.

Future Experience

Improved signage for Wheeled Passengers. Utilise as
an additional touchpoint for Cood Miles with relevant
rewards ot stations when passengers disembark.

Concepts in Action
CGood Miles
Good Miles samt for travel.

Redoom Good Miles
imemadiately at stations with
discounts on hot drinks, food
and onward travel. especially
bicyclo hire.

9. Travel To Destination

Better Connected

Information about cycle hire at destination hard to
find, and services are poorly integrated with train
travel

Future Experience

Provide easy-to-access information and well
integrated onward cycle hire for passengers who left
bikes at home station, and need to continue their

journey by bike.

Concepts in Action

Good Mides

Good Mile discounts on cycle
hire use and other onward
travel with partnors at the
destination.

Good Miles + Speedy Lock
Partner dscounts for onward
traved and bike hire.

Improved intogration between
train and cycle hire facilities,
including infeemation,
signage. convensent locations,
combined train + bike ticketing
options and discounts.

10. At Destination

Continued Contact

Jatvtetiuog SIS -

Promotion of leisure cycling through events such as
the Birmingham Velo.

Future Experience

Creating opportunities for on-going conversation
with passengers, especially Wheeled Passengers.

Concepts in Action
Goed Miles
Remindes 10 redesm Good
Miles with refovant rewards.,

Incentive to provide passonger
feadback.

Speedy Lock
Abdity to ‘chack-in" on your bike
8 home station

Prompt passengers to register
thelr bicyck on the National
Bike Register theough Speedy
Lock SMS intecface.

Soft prometion of off-poak
Risure Sycling destications,
and sponsored cycle ovents.



Change

* Modelling the future to make it feel

more real and safe
» Evaluate the efficacy of the new

service




Resources

® What is Service Design? (Short Video)

® Good Services (Book link)

® Design Journeys through Complex Systems: (Book link)
® How to build capacity for good services (Blog link)

® Snook Website (Housing blogs)

If you’d like to hear more, please say hello!

é Tom.White@wearesnook.com
a Olivia.Holbrook@wearesnook.com
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https://bootcamp.uxdesign.cc/what-is-service-design-3c6ef5c4c331
https://good.services/home
https://www.amazon.co.uk/Design-Journeys-through-Complex-Systems-ebook/dp/B0B5VKNZ4F
https://good.services/blog/how-to-build-design-capability-step-by-step
https://wearesnook.com/work/
mailto:Tom.White@wearesnook.com
mailto:Olivia.Holbrook@wearesnook.com

Interested in discussing further?
curious@wearesnook.com

Thank you

shook
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