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@ekif[lZk`fe
Gligfj\�f]�k_`j�^l`[\�
This guide will help you work with patients 
to understand their experiences and make 
improvements to healthcare services. 

@k�gifm`[\j�X�iXe^\�f]�Õ\o`Yc\�kffcj�]fi�nfib`e^�\]]\Zk`m\cp�n`k_�
gXk`\ekj�`e�j\im`Z\�`dgifm\d\ek�nfib%�N_`c\�k_\�]fZlj�`j�fe�
gXk`\ekj�k_\dj\cm\j#�k_\�kffcj�ZXe�Y\�\hlXccp�Xggc`\[�kf�fk_\i�
^iflgj�jlZ_�Xj�]ifekc`e\�jkX]]#�]Xd`cp&n_XeXl#�Xe[�ZXi\ij%�

N_p�lj\�k_`j�^l`[\6
Healthcare staff have the responsibility of 
providing high quality, effective and safe 
care for patients. Yet do you really know  
if you are achieving that? 

:f$[\j`^e�gifm`[\j�pfl�n`k_�k_\�d\k_f[j�Xe[�kffcj�efk�fecp�kf�
befn�_fn�pfl�Xi\�[f`e^�Ylk�kf�`dgifm\�pfli�j\im`Z\j�`e�jlZ_�X�
nXp�k_Xk�i\Xccp�d\\kj�k_\�e\\[j�f]�gXk`\ekj#�Y\ZXlj\�k_\p�_Xm\�
Zfeki`Ylk\[�kf�k_\�[\j`^e%
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N_f�k_`j�^l`[\�`j�]fi
This guide will be useful for 
any operational, clinical or 
quality staff who want to 
involve patients in improving 
healthcare services.

Pfl�ZXe�lj\��
k_\�kffcj�`e�k_`j�
^l`[\�`]�pfl�Xi\
�	JkXik`e^�X�e\n�j\im`Z\�`dgifm\d\ek�gifa\Zk%�

�	 ;\m\cfg`e^�X�e\n�gifZ\jj#�gif[lZk�fi�j\im`Z\%

�� <ogcfi`e^�X�jg\Z`ÔZ�j\im`Z\�`jjl\�Xe[�[\Z`[`e^�n_Xk�
kf�[f�XYflk�`k#�\%^%#�i\[lZ`e^�nX`k`e^�k`d\j%�

�	 NXek`e^�kf�le[\ijkXe[�j\im`Z\j�]ifd�k_\�gXk`\ek�
g\ijg\Zk`m\%

�		Le[\ikXb`e^�\ogcfiXkfip�nfib�n_\i\�pfl�dXp�efk�
\oXZkcp�befn�k_\�eXkli\�f]�k_\�gifYc\d�fi�_fn�pfl�
Xi\�^f`e^�kf�kXZbc\�`k%

�		 @dgc\d\ek`e^�Z_Xe^\j%

J\\�gX^\j�o�
<oXdgc\j�f]�n_\e�
k_`j�^l`[\�dXp�Y\�
lj\]lc
�	Pfl�Xi\�i\jgfej`Yc\�]fi�fm\ij\\`e^�k_\�

[\m\cfgd\ek�f]�X�e\n�\d\i^\eZp�[\gXikd\ek%�
N_Xk�Z_Xe^\j�nflc[�gXk`\ekj�c`b\6�

�	Pfl�Xi\�X�elij\�dXeX^\i�n_f�nXekj�kf�dXb\�
Z_Xe^\j�kf�pfli�flkgXk`\ek�Zc`e`Z%�9lk�Y\]fi\�pfl�
Y\^`e#�pfl�nXek�kf�le[\ijkXe[�n_Xk�gXk`\ekj�k_`eb�
f]�k_\�j\im`Z\j�k_\p�Zlii\ekcp�i\Z\`m\%

�	Pfl�Xi\�dXeX^`e^�X�j\im`Z\�n_\i\�k_\i\�Xi\�cfe^�
nX`kj%�Pfl�nXek�kf�Zfd\�lg�n`k_�X�nXp�kf�i\[lZ\�
k_\j\%�

�	 Pfl�Xi\�X�gifa\Zk�dXeX^\i�n_f�_Xj�Y\\e�Xjb\[�
kf�cffb�Xk�k_\�`jjl\�f]�gXk`\ekj�n_f�[f�efk�klie�
lg�]fi�Xggf`ekd\ekj#�Xe[�k_\e�kf�Zfd\�lg�n`k_�
i\Zfdd\e[Xk`fej%�
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<e^X^\�

GcXe

;\m\cfg�

:_Xe^\�

;\Z`[\�
�

<ogcfi\�

:f$[\j`^e��
\c\d\ekj

Co-design is a way of 
improving healthcare  
services with patients. 

8Yflk�Zf$[\j`^e
DXep�j\im`Z\�`dgifm\d\ek�gifa\Zkj�_Xm\�
gXk`\ek�`emfcm\d\ek�Ylk�Zf$[\j`^e�]fZlj\j�fe�
le[\ijkXe[`e^�Xe[�`dgifm`e^�gXk`\ekjË�\og\i`\eZ\j�
f]�j\im`Z\j�Xj�n\cc�Xj�k_\�j\im`Z\j�k_\dj\cm\j%
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 01
<e^X^\�
<jkXYc`j_`e^�Xe[�dX`ekX`e`e^�
d\Xe`e^]lc�i\cXk`fej_`gj�n`k_�
gXk`\ekj�kf�le[\ijkXe[�Xe[�`dgifm\�
_\Xck_ZXi\�j\im`Z\j%�K_`j�Zi`k`ZXc�
\c\d\ek�le[\ig`ej�Xcc�`dgifm\d\ek�
nfib�Xe[�`j�Zfek`elflj�k_ifl^_flk%

 
02
GcXe�
Nfib`e^�n`k_�gXk`\ekj�Xe[�jkX]]�
kf�\jkXYc`j_�k_\�^fXcj�f]�pfli�
`dgifm\d\ek�nfib�Xe[�_fn�pfl�
d`^_k�^f�XYflk�XZ_`\m`e^�k_\d%�

��03
<ogcfi\
C\Xie`e^�XYflk�Xe[�le[\ijkXe[`e^�
gXk`\ek�\og\i`\eZ\j�f]�j\im`Z\j�Xe[�
`[\ek`]p`e^�`dgifm\d\ek�`[\Xj%�

�04
;\m\cfg�
Nfib`e^�n`k_�gXk`\ekj�kf�klie�`[\Xj�
`ekf�`dgifm\d\ekj�k_Xk�n`cc�c\X[�kf�
Y\kk\i�gXk`\ek�\og\i`\eZ\j%

05
;\Z`[\�
:_ffj`e^�n_Xk�`dgifm\d\ekj�
kf�dXb\�Xe[�_fn�kf�dXb\�
k_\d%�@kj�jlZZ\jj�[\g\e[j�fe�
Xe�le[\ijkXe[`e^�f]�k_\�gXk`\ek�
aflie\p�Xe[�k_\�`ej`^_kj�XYflk�
j\im`Z\�`dgifm\d\ek�k_`j�f]]\ij%�

�06
:_Xe^\�
Klie`e^�pfli�`dgifm\d\ek�`[\Xj�
`ekf�XZk`fe%�I\d\dY\i�k_Xk�pfl�
[f�efk�e\\[�kf�dXb\�Xcc�k_\�
Z_Xe^\j�Yp�pflij\c]#�dXb\�Xj�dXep�
`dgifm\d\ekj�`e�gXike\ij_`g�n`k_�
fk_\i�jkXb\_fc[\ij�Xj�pfl�ZXe%

:f$[\j`^e�
\c\d\ekj�
There are six 
elements of  
co-design that  
form the structure 
of this guide. 

5
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:f$[\j`^e�
gi`eZ`gc\j�
There are four 
key principles for 
success in doing 
co-design work 
within health 
services.

CdiZ/�i]Z�iddah�^c�i]^h�\j^YZ�
lZgZ�YZkZadeZY�VcY�gZÒcZY�
i]gdj\]�]ZVai]XVgZ�^begdkZbZci�
egd_ZXih�^c�XVcXZg�hZgk^XZh�
Vi�LV^iZbViV�9^hig^Xi�
=ZVai]�7dVgY��9=7�#�

L]^aZ�i]Z�XVhZ�hijY^Zh�VgZ�
YgVlc�[gdb�djg�LV^iZbViV�
ldg`!�i]ZhZ�bZi]dYh�VgZ�
l^YZan�jhZY!�[dg�ZmVbeaZ�^c�
:c\aVcY!�6jhigVa^V�VcY�8VcVYV#�
I]Zn�]VkZ�WZZc�VYVeiZY�[dg�
jhZ�^c�]dhe^iVa�XVgZ!�Xdbbjc^in�
XVgZ�VcY�eg^bVgn�XVgZ#

01
Gi`fi`k`j\�k_\�gXk`\ek�
\og\i`\eZ\
N_\e�pflËi\�[f`e^�Zf$[\j`^e�nfib#�
`k�`j�\Xjp�kf�c\k�gXk`\ek�g\ijg\Zk`m\j�
Xe[�gi`fi`k`\j�^\k�jlYjld\[�Yp�
jkX]]�Xe[�fi^Xe`jXk`feXc�e\\[j%�Kf�
Zflek\i�k_`j#�XcnXpj�b\\g�k_\�gXk`\ek�
g\ijg\Zk`m\�Xk�k_\�]fi\]ifek�f]�n_Xk�
pfl�Xi\�[f`e^%

�02�
Kiljk�k_\�gifZ\jj
8k�k`d\j�k_\�kffcj�lj\[�`e�k_`j�
^l`[\�dXp�`emfcm\�gifZ\jj\j�k_Xk�
Xi\�le]Xd`c`Xi�fi�]fi\`^e�kf�pfl%�
K_\i\�dXp�Y\�k`d\j�n_\e�pfl#�fi�
k_\�g\fgc\�pfl�Xi\�nfib`e^�n`k_#�
^\k�]iljkiXk\[�Xe[�nXek�kf�ilj_�kf�
k_\�\e[�f]�X�kffc�n`k_flk�]fccfn`e^�
k_\�jk\gj%�9\�gi\gXi\[�kf�jk\g�
flkj`[\�pfli�Zfd]fik�qfe\�Xe[�nfib�
ZfccXYfiXk`m\cp�k_ifl^_�k_\�gifZ\jj%�
K_\�i\jlckj�n`cc�Y\�nfik_�`k%

�
�
�
�

03
K_\�Êd\XejË�`j�Xj�
`dgfikXek�Xj�k_\�Ê\e[jË

K_\�jfZ`Xc�flkZfd\j�f]�Zf$
[\j`^e�nfib#�jlZ_�Xj�\jkXYc`j_`e^�
]fidXc�e\knfibj�Xdfe^�gXk`\ekj�
Xe[�\eZfliX^`e^�gXk`\ekj�n_f�Xi\�
`ek\i\jk\[�`e�Y\Zfd`e^�Zfejld\i�
X[mfZXk\j#�Xi\�aljk�Xj�`dgfikXek�
Xj�k_\�Zf$[\j`^e�flkglkj#�jlZ_�Xj�
gif[lZ`e^�X�e\n�c\XÕ\k�fi�fg\e`e^�
X�e\n�Zc`e`Z%

04�
8Zbefnc\[^\�k_\�
gXk`\ekjË�Zfeki`Ylk`fej�
k_ifl^_flk�k_\�gifZ\jj
K_`j�dXp�`eZcl[\1�
�� 8jj`jkXeZ\�kf�Xkk\e[�d\\k`e^j#�

\%^%#�g\kifc�mflZ_\ij%

�� K_Xeb�pfl�ZXi[j�X]k\i�nfibj_fgj�
fi�fk_\i�\m\ekj%

�� :\c\YiXkfip�\m\ekj�n_\e�
`dgifm\d\ekj�_Xm\�Y\\e�dX[\#

�� �Ni`kk\e�i\Zf^e`k`fe�`e�
glYc`ZXk`fej�Xe[�i\gfikj%

�� �F]]\i�kiX`e`e^�]fi�gXk`\ekj�n_f�
nXek�kf�Y\Zfd\�X[mfZXk\j%

6
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<k_`Zj

<k_`Zj�`e�_\Xck_ZXi\
“Patient autonomy is often 
reduced in health care facilities 
due to disease, fear, family 
conflict, and economic or 
managed care concerns, along 
with complex medical decisions. 
What is often routine for the 
tcare provider, is unusual and 
often stressful for the patient and 
family. Medications with sedative 
effects, pain, and the foreign 
nature of the medical language 
further reduce the amount of 
patient autonomy.”

�D\p\ij#�)''+�hlfk\[�`e�?\`jb\cc#�)'(' 

Ethics and ethical principles 
frame how you will work with 
patients. 

Pfli�fm\iXiZ_`e^�i\jgfej`Y`c`kp�`j�kf�gifk\Zk�k_\�
i`^_kj�Xe[�[`^e`kp�f]�pfli�gXk`\ekj�Xk�Xcc�k`d\j%�K_`j�
`eZcl[\j�dXb`e^�jli\�gXk`\ekj�le[\ijkXe[�n_Xk�k_\�
nfib�pfl�Xi\�[f`e^�`j�XYflk#�n_p�pfl�Xi\�[f`e^�`k#�
Xe[�k_Xk�k_\p�_Xm\�X�Z_f`Z\�kf�gXik`Z`gXk\%�

9\�Zc\Xi�k_Xk�`]�gXk`\ekj�Z_ffj\�efk�kf�
gXik`Z`gXk\#�k_\`i�[\Z`j`fe�n`cc�efk�X]]\Zk�k_\`i�
iflk`e\�ZXi\�Xe[�ki\Xkd\ek�`e�Xep�nXp%�

@]�gXk`\ekj�X^i\\�kf�gXik`Z`gXk\#�Z_\Zb�YXZb�
]i\hl\ekcp�k_Xk�k_\�gXk`\ek�i\dX`ej�Zfd]fikXYc\�
n`k_�k_\`i�Z_f`Z\%�

@k�`j�`dgfikXek�kf�i\d\dY\i�k_Xk�n_\e�n\�Xi\�
nfib`e^�n`k_�gXk`\ekj�Xj�_\Xck_ZXi\�gifm`[\ij�
n\�Xi\�`e�k_\�gfj`k`fe�f]�gfn\i%�Efk�fecp�`j�k_`j�
Y\ZXlj\�n\�Xi\�gifm`[`e^�j\im`Z\j�kf�k_\d#�Ylk�
Zlii\ek�gXk`\ekj�Xi\�Xcjf�len\cc%�;li`e^�pfli�Zf$
[\j`^e�nfib#�gXk`\ekj�n`cc�Y\�i\Z\`m`e^�e\nj�XYflk�
k_\`i�d\[`ZXc�Zfe[`k`fej�Xe[�i\Z\`m`e^�ki\Xkd\ek%�
=fccfn`e^�\k_`ZXc�gi`eZ`gc\j�gifk\Zkj�gXk`\ekj�]ifd�
Xep�_Xid�k_Xk�pfli�nfib�dXp�ZXlj\%�

7
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EXk`feXc�<k_`Zj��
8[m`jfip�:fdd`kk\\

nnn%e\XZ%_\Xck_%^fmk%eq
<k_`ZXc�>l`[\c`e\j�]fi�FYj\imXk`feXc�

Jkl[`\j�Æ�FYj\imXk`feXc�I\j\XiZ_#�8l[`k�
Xe[�I\cXk\[�8Zk`m`kp#�;\Z�)''-%

9\]fi\�pfl�Y\^`e
:_\Zb�n_\k_\i�k_\�nfib�pfl�Xi\�
[f`e^�e\\[j�kf�Y\�i\m`\n\[�Yp�Xe�
\k_`Zj�Zfdd`kk\\%�

8j�X�^\e\iXc�ilc\�k_\�hlXc`kp�Xe[�
j\im`Z\�`dgifm\d\ek�kffcj�lj\[�
`e�k_`j�^l`[\�j_flc[�efk�i\hl`i\�
Xe�\k_`ZXc�i\m`\n%�?fn\m\i#�`k�`j�
`dgfikXek�k_Xk�Y\]fi\�Y\^`ee`e^�Xep�
nfib�n`k_�gXk`\ekj�pfl�Z_\Zb�k_\�
^l`[\c`e\j�glYc`j_\[�Yp�k_\�EXk`feXc�
<k_`Zj�8[m`jfip�:fdd`kk\\%

I\^`jk\i�pfli�nfib
N_\i\�X�gifZ\jj�`j�XmX`cXYc\�`e�pfli�
;`jki`Zk�?\Xck_�9fXi[�fi�fi^Xe`jXk`fe#�
i\^`jk\i�pfli�gifa\Zk�jf�k_Xk�`k�ZXe�Y\�
i\m`\n\[�cfZXccp%

8^i\\�fe�k_\�b\p��
\k_`ZXc�gi`eZ`gc\j��
pfl�n`cc�lj\�`e�pfli��
Zf$[\j`^e�nfib
Lj\�k_\j\�gi`eZ`gc\j�Xj�X�gifdgk��
n_\e�pfl�Xi\�le[\ikXb`e^�pfli�nfib%

01

02

03

88
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�

Example

Befnc\[^\�:\eki\
Some larger health 
organisations provide 
support for staff 
undertaking research. 
8e�\oXdgc\�f]�k_`j�`j�NX`k\dXkX�;?9Ëj�
Befnc\[^\�:\eki\%�K_\�Z\eki\�gifm`[\j�
X[m`Z\�]fi�k_fj\�n_f�gcXe�kf�le[\ikXb\�
i\j\XiZ_�Xe[�Xl[`k�gifa\Zkj�k_Xk�`emfcm\�
NX`k\dXkX�;?9�jkX]]#�gXk`\ekj�fi�]XZ`c`k`\j%�

JkX]]�Xi\�i\hl`i\[�kf�i\^`jk\i�Xcc�i\j\XiZ_�Xe[�
Xl[`k�nfib%�@e�i\klie�^l`[XeZ\�`j�f]]\i\[�fe�
gifa\Zk�[\j`^e#�Y`fjkXk`jk`Zj#�Yl[^\k`e^#�\k_`Zj�
XggifmXc#�ZfekiXZkj#�]le[`e^#�Xe[�dfi\%�K_\�
Z\eki\�Xcjf�jlggfikj�i\j\XiZ_�k_ifl^_�`kj�XeelXc��
_\Xck_�\oZ\cc\eZ\�XnXi[j%�

nnn%befnc\[^\Z\eki\%Zf%eq

Example

Gi`eZ`gc\j�f]�^ff[�giXZk`Z\
@e�)''.�k_\�EXk`feXc�?\Xck_�J\im`Z\��E?J �@ejk`klk\�]fi�
@eefmXk`fe�Xe[�@dgifm\d\ek�`jjl\[�Xe�\k_`ZXc�jkXk\d\ek�]fi�jkX]]�
le[\ikXb`e^�\og\i`\eZ\$YXj\[�[\j`^e�nfib%�@k�`eZcl[\[�j\m\e�
gi`eZ`gc\j�f]�^ff[�giXZk`Z\1

01.� K_\�`dgifm\d\ek�`e`k`Xk`m\�j_flc[�Y\�[\j`^e\[�Xe[�
le[\ikXb\e�`e�X�nXp�k_Xk�\ejli\j�`kj�`ek\^i`kp�Xe[�hlXc`kp%

02.� 8cc�g\fgc\�n_f�Xi\�`emfcm\[#�`eZcl[`e^�jkX]]#�gXk`\ekj�Xe[�
ZXi\ij#�dljk�Y\�`e]fid\[�]lccp�XYflk�k_\�gligfj\#�d\k_f[j�
Xe[�`ek\e[\[�gfjj`Yc\�lj\j�f]�Xep�`e]fidXk`fe�k_\p�gifm`[\%

03.� 8cc�gXik`Z`gXekj�dljk�]fidXccp�Zfej\ek�kf�k_\�lj\�f]�
Xep�`e]fidXk`fe�k_\p�gifm`[\#�`eZcl[`e^�Xkki`Ylk`fe�f]�
hlfkXk`fej#�Ôcd�\okiXZkj�\kZ%

04.� 8cc�g\fgc\�`emfcm\[�gXik`Z`gXk\�fe�X�jki`Zkcp�mfclekXip�YXj`j#�
]i\\�]ifd�Xep�Zf\iZ`fe�Xe[�XYc\�kf�n`k_[iXn�Xk�Xep�k`d\�
n`k_flk�e\\[�]fi�\ogcXeXk`fe%

05.� 8cc�g\fgc\�`emfcm\[�dljk�efk�Y\�befn`e^cp�\ogfj\[�kf�
_Xid�fi�[`jki\jj%

06.� Gifm`j`fe�dljk�Y\�dX[\�]fi�i\jgfe[`e^�kf�hl\i`\j�Xe[�
ZfdgcX`ekj�XYflk�k_\�nfib%�

07.� Gi`mXZp�Xe[�ZfeÔ[\ek`Xccp�dljk�Y\�i\jg\Zk\[�Xj�i\hl\jk\[%

�<k_`ZXc�:fej`[\iXk`fej�]fi�<og\i`\eZ\�9Xj\[�;\j`^e1�)''. �

nnn%`ejk`klk\%e_j%lb

9

TOOLKIT_FINAL_FILE.indd   9 10/7/10   2:36:35 PM



Example

@e]fid\[�Zfej\ek

What are we doing?  
The Breast Service at Waitemata District Health 
Board (DHB) is holding a workshop on 6th March 
at North Shore Hospital to help develop new 
mammography gowns with patients. We invite you 
to attend the workshop. You can  indicate your 
interest by reading and signing the page below. 

Why are we doing this?
In previous work both patients and staff have told 
us the gowns could be improved.  

How are we doing this?
We are holding a three-hour workshop with staff, 
patients and design students to summarise key 
issues and ideas for resolving them. The design 
students will make ‘rough gowns’ to help patients 
and staff experiment with solutions. The students 
will present these initial versions at the end of the 
workshop, and will then develop real versions as 
part of their course work. A fashion show will be 
held in a few months to give students feedback 
and to help select one or more final versions (you 
can attend this as well!). 

What do you need to do?
If you would like to attend the workshop, please 
read and sign the form and attend the workshop 
on [time and date], to be held at [location]. You 
may bring a family member or friend if you wish. 

You will be asked to work with staff and design 
students to help design better mammography 

gowns. This will involve talking about your 
experiences with gowns and your ideas for better 
ones. You may also be asked to act as a model, 
in which case students will be sketching, sizing 
and mocking up a gown that fits you to your 
satisfaction. 

What do you need to be aware of? 
We need your consent to these things:

• You take part anonymously. Your details and 
anything you say in the workshop remain 
confidential. We ask you to keep the details and 
comments of other attendees confidential too.

• We may use quotes from attendees and 
photos from the workshop in reporting within 
Waitemata DHB but will not identify you in any 
way.

• You don’t have to take part. You take part 
only if you are completely willing and you can 
withdraw at any time (no questions asked).

• Taking part (or not) does not affect your 
treatment in any way.

• We do not expect the workshop to pose harm 
or distress in any way. In case it does, we will 
provide care and support for you.

• If you have any feedback, you can contact 
[add name] on [phone] or [email]. If you need to 
make a complaint anonymously, you can also 
contact the Health & Disability Commission on 
[phone] or [email]. 

Improving the Breast Service for patients

Yes, I agree to take part on the above conditions. 

Name: __________________________________________________________    Phone: ________________________________   

 
Email  ____________________________________________________________________________________________________

 
Signature _________________________________________________________________    Date     ____________________
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@[\Xj�]fi��
jljkX`eXY`c`kp
DXb\�jli\�pfli�Zf$[\j`^e�nfib�_Xj�X[\hlXk\�]le[`e^%�
IX`j`e^�\og\ZkXk`fej�`j�X�j`^e`ÔZXek�i`jb�n`k_�Xep�gifa\Zk�Xe[�
n_\e�\e^X^`e^�gXk`\ekj�Xe[�]Xd`c`\j�`k�`j�\m\e�dfi\�`dgfikXek�
kf�\ejli\�Xggifgi`Xk\�]le[`e^�kf�j\\�k_\�gifZ\jj�k_ifl^_%

>X`e�jlggfik�]ifd�k_\�kfg%�Fi^Xe`jXk`feXc�fi�
[\gXikd\ekXc�Zfdd`kd\ek�kf�k_\�gifZ\jj#�Xe[�k_\�flkZfd\j�
k_Xk�Xi\�^\e\iXk\[#�j_flc[�Y\�j\Zli\[�Xk�k_\�flkj\k%

>X`e�jlggfik�]ifd�X]]\Zk\[�jkX]]%��8j�n`k_�Xep�Z_Xe^\�
dXeX^\d\ek�gifZ\jj#�j\Zli`e^�k_\�Ylp$`e�f]�gfk\ek`Xccp�
X]]\Zk\[�jkX]]�\Xicp�`j�m`kXc%

J_Xi\�k_\�c\jjfej�pfl�c\Xie%�:fek`elflj�`dgifm\d\ek�
i\c`\j�fe�G;:8��GcXe#�;f#�:_\Zb#�8Zk �ZpZc\j�kf�ZfejkXekcp�
i\Ôe\�k_\�gifZ\jj�Xe[�`kËj�`dgfikXek�k_\j\�c\jjfej�Xi\�j_Xi\[�
n`[\cp#�Yfk_�n`k_`e�Xe[�flkj`[\�pfli�fi^Xe`jXk`fe%

DXb\�jli\�`eefmXk`fej�Xe[�Z_Xe^\j�_Xm\�Yfk_�Zc`e`ZXc�
Xe[�dXeX^\d\ek�Êfne\ijË%��C`eb\[�kf�k_\�efk`fe�f]�
fi^Xe`jXk`feXc�Zfdd`kd\ek#�k_\�gi\j\eZ\�f]�Zc`e`ZXc�Xe[�
dXeX^\d\ek�Z_Xdg`fej�n_f�Xi\�gi\gXi\[�kf�[\]\e[�k_\�
Z_Xe^\j�`j�\jj\ek`Xc�kf�\ejli`e^�jljkX`eXY`c`kp�X]k\i�k_\�]fidXc�
gifa\Zk�_Xj�\e[\[%

Many organisations focus 
simply on implementing 
improvement initiatives.  
K_\�fe\j�k_Xk�Xi\�jlZZ\jj]lc�_fn\m\i�Xi\�
k_fj\�k_Xk�Yfk_�`dgc\d\ek�Xe[�jljkX`e�
`dgifm\d\ekj�fm\i�k`d\%

>`m\e�k_\�`eZi\Xj`e^�[\dXe[j�fe�k_\�_\Xck_�
Yl[^\k#�\ejli`e^�k_Xk�`dgifm\d\ekj�jlim`m\�
`j�\jj\ek`Xc�Xj�X�gi`eZ`gc\�f]�^ff[�gifa\Zk�
^fm\ieXeZ\%��

:f$[\j`^eËj�\dg_Xj`j�fe�nfib`e^�n`k_�Xcc�
jkXb\_fc[\ij#�Xe[�j\im`Z\�lj\ij�`e�gXik`ZlcXi#�
d\Xej�`k�`j�`dgc`Z`kcp�dfi\�jljkX`eXYc\�k_Xe�
Zfem\ek`feXc�XggifXZ_\j%��

JljkX`eXY`c`kp

1111
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N_`Z_�kffcj�j_flc[�@�lj\6�
There is no one way to do co-design. When 
deciding which tools to use you need to take 
into account what you are trying to do and 
how much time you have to do it. 
@e�dXb`e^�pfli�[\Z`j`fej�`k�`j�`dgfikXek�kf�jkXp�kil\�kf�k_\�\jj\eZ\�f]��
Zf$[\j`^e�Æ�nfib`e^�n`k_�gXk`\ekj�Xe[�]fZljj`e^�fe�\og\i`\eZ\j%

<m\e�`]�pflËi\�gXik�nXp�k_ifl^_�X�gifa\Zk�`k�`j�`dgfikXek�kf�\dg_Xj`j\�
k_Xk#�n_`c\�`k�`j�[\j`iXYc\�kf�jkXik�nfib`e^�n`k_�gXk`\ekj�Xk�k_\�flkj\k#��
`k�`j�e\m\i�kff�cXk\�kf�\e^X^\�gXk`\ekj�`e�k_\�gifZ\jj%�

?fn�kf�lj\�k_`j�kffcb`k

12
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Iflk\�DXgj
Not sure where to start? You 
can use the route maps to 
help you. Alternatively pick 
and mix from all the tools.

Gc\Xj\�efk\#�k_\j\�dXgj�Xi\�
j`dgcp�\oXdgc\j�f]�gfjj`Yc\�
XggifXZ_\j�Xe[�j_flc[�Y\�
mXi`\[�XZZfi[`e^�kf�pfli�
e\\[j%

@�nXek�kf�jfcm\��
X�jg\Z`ÔZ�`jjl\

8dbW^cZY�hZhh^dc/�
HiVgi"je�ldg`h]deh�20�
��EaVcc^c\�ldg`h]deh�34

EVi^Zci�h]VYdl^c\�46

EVi^Zci� _djgcZn�bVee^c\�48

IdjX]ed^cih�VcY�]dihedih�88

Egdidine^c\�98

@�nXek�kf�`dgifm\��
Xe�\o`jk`e^�j\im`Z\

HiVgi"je�ldg`h]deh�20

8dbbjc^XVi^dc�lZWh^iZh�24

8dbW^cZY�hZhh^dc/��
EaVcc^c\�ldg`h]deh�34�
��8d"YZh^\c�k^h^dch�38

EVi^Zci�?djgcZn�BVee^c\�48

EVi^Zci�h]VYdl^c\�46�
dg�EVi^Zci�hidg^Zh�60

>YZVh�\gdjeh�70

IdjX]ed^cih�VcY�]dihedih�88

I]Z�W^\\Zhi�Y^[[ZgZcXZ�104

@�nXek�kf�[\m\cfg��
X�e\n�j\im`Z\

HiVgi"je�ldg`h]deh�20

8dbbjc^XVi^dc�lZWh^iZh�24

8dbW^cZY�hZhh^dc/�
EaVcc^c\�ldg`h]deh�34�
��8d"YZh^\c�k^h^dch�38

EVi^Zci�?djgcZn�BVee^c\�48

HiV`Z]daYZg�cZZYh�iVWaZ�74

HXZcVg^dh�VcY�eZghdcVh�78

Egdidine^c\�98

HZgk^XZ�WajZeg^cih�108

1313
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:C<6<:
EA6C

:MEADG:

9:K:ADE
9:8>9:
8=6C<:
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Kffcj�kf�_\cg��
pfl�\e^X^\��
n`k_�gXk`\ekj

1a Start-up workshops�>\kk`e^�X�n`[\�iXe^\�f]�i\gi\j\ekXk`fe�fe�pfli�k\Xd  20

Communication websites�:fddle`ZXk`e^�n`k_�pfli�k\Xd�XYflk�j\im`Z\�`dgifm\d\ek�nfib��24

Visual communication��:fddle`ZXk`e^�n`k_�g\fgc\�lj`e^�m`jlXc�d\[`X��26

1b

1c

19
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Kffc�(X

JkXik$lg�
nfibj_fgj
These workshops involve 
gathering a wide variety of 
people together in one place 
to discuss different points 
of view about issues, learn 
together and make decisions 
about next steps. 

N_p�lj\�`k
JkXik$lg�nfibj_fgj�_\cg�pfl�[\m\cfg��
i\cXk`fej_`gj�n`k_�X�mXi`\kp�f]�jkXb\_fc[\ij��
Xe[�i\XZ_�X�Zfddfe�le[\ijkXe[`e^�XYflk��
k_\�nXp�]finXi[%

N_\e�kf�lj\�`k
Lj\�k_`j�kffc�[li`e^�k_\�\Xicp�jkX^\j�f]�pfli�
nfib�kf�_\cg�pfl�kf�dXb\�b\p�[\Z`j`fej�XYflk�
pfli�j\im`Z\�`dgifm\d\ek�gifa\Zk%�

20
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@[\ek`]p�pfli�b\p�g\fgc\
�	@[\ek`]p�k_\�fne\ij�f]�k_\�gifa\Zk�Xe[��

k_\�b\p�[\Z`j`fe$dXb\ij%

�	@[\ek`]p�k_\�g\fgc\�Xe[�^iflgj�n_f�_Xm\��
X�jkXb\�`e�k_\�i\jlckj�f]�k_\�nfib%

�	@[\ek`]p�n_f�\cj\�e\\[j�kf�Y\�`e]fid\[�f]��
k_\�gifa\Zk�Xe[�`kj�i\jlckj%

�� I\m`\n�pfli�c`jkj�Xe[�[\Z`[\�n_f�j_flc[�
Y\�`em`k\[�kf�k_\�nfibj_fg%�>\k�X�j\Zfe[�
fg`e`fe�fe�n_\k_\i�k_\�`em`kXk`fe�c`jk�
Zfm\ij�\m\ipYf[p%�

�� DXb\�X�j\gXiXk\�c`jk�f]�k_fj\�n_f�[f�efk�
e\\[�kf�Xkk\e[�Ylk�j_flc[�Y\�`e]fid\[�f]�
gif^i\jj%�

;\m\cfg�X�nfibj_fg�X^\e[X
B\p�[`jZljj`fe�`k\dj�j_flc[�`eZcl[\1
(%� K_\�e\\[�]fi�k_\�gifa\Zk%

)%� K_\�e\\[�]fi�jkXb\_fc[\i�`eglk#�Yfk_�`e�
dXeX^`e^�k_\�j\im`Z\�`dgifm\d\ek�nfib�
Xe[�`e�[\m\cfg`e^�`dgifm\d\ekj%

*%� K_\�dXafi�ZfeZ\iej�jkXb\_fc[\ij�Xci\X[p�
_Xm\�XYflk�\o`jk`e^�j\im`Z\j#�n`k_�Xep�
`e`k`Xc�jl^^\jk`fej�]fi�`dgifm\d\ekj%

+%��8�gifgfj\[��[iX]k �nfib�gcXe#�`eZcl[`e^�
jkXb\_fc[\i�`emfcm\d\ek%

,%��8ep�gifgfj\[�d\k_f[j#�`eZcl[`e^�gXk`\ek�
Xe[�jkX]]�`emfcm\d\ek%

-%��;\Z`j`fej�e\\[\[�Yp�k_\�\e[�f]�k_\�
nfibj_fg%

.%� 8ep�hl\jk`fej�jkXb\_fc[\ij�e\\[�kf�
[`jZljj%

@em`k\�Xkk\e[\\j
@em`k\�g\fgc\�kf�Xkk\e[�k_\�nfibj_fg�Xe[�j\e[�
k_\d�Xe�X^\e[X%�DXb\�XiiXe^\d\ekj�]fi�k_\�m\el\#�
kiXejgfik#�i\]i\j_d\ekj�Xe[�Xep�fk_\i�e\\[j%�

?fc[�k_\�nfibj_fg
B\p�[`jZljj`fe�`k\dj�j_flc[�`eZcl[\1
�	JkXik�n`k_�X�n\cZfd\�Xe[�X�Yi`\]�ifle[�f]�

`ekif[lZk`fej%�<dg_Xj`j\�k_Xk�\m\ipk_`e^�jX`[�`e��
k_\�nfibj_fg�i\dX`ej�ZfeÔ[\ek`Xc�Xe[�i\gfik`e^��
n`cc�]fZlj�fe�X^i\\[�`dgifm\d\ekj�fecp%

�	Gi\gXi\�kf�gi\j\ek�X^\e[X�`k\dj�($)�Xe[�+$,�`e��
X�m\ip�Yi`\]��Ylcc\k�gf`ekj�`]�ni`kk\e �[iX]k�]fid%

�	@]�k_\i\�Xi\�dfi\�k_Xe�\`^_k�Xkk\e[\\j�[`jZljj�
X^\e[X�`k\dj�*#�-�Xe[�.�`e�jlY$^iflgj�Xe[�k_\e�
i\gfik�YXZb%�9\�gi\gXi\[�kf�[\m\cfg�X�dXjk\i�c`jk��
f]�Zfdd\ekj�fe�k_\j\�kfg`Zj%

�	Dfm\�k_ifl^_�k_\�X^\e[X#�gifm`[`e^�Ôm\$d`elk\�
Yi\Xbj�\m\ip�+,�d`elk\j�fi�jf�kf�Xmf`[�]Xk`^l\%

�	8k�k_\�\e[�f]�k_\�nfibj_fg#�k_Xeb�Xkk\e[\\j�Xe[�
XiiXe^\�]fi�X�Yi`\]�[iX]k�i\gfik�kf�Y\�j\ek�flk�]fi�
ÔeXc�Zfdd\ekj%�@]�Xggifgi`Xk\#�Zfdd`k�kf�k_\�
e\ok�jkX^\�f]�k_\�gifa\Zk�Xk�k_`j�k`d\�Xe[�flkc`e\�
Xep�c`b\cp�jk\gj%

:`iZlcXk\�Xe[�ÔeXc`j\�k_\��
i\gfik�Xj�Xggifgi`Xk\%�
Pfl�ZXe�lj\�k_\ workshop summary 
template �gX^\�)) �kf�Xjj`jk�pfl%

JkXb\_fc[\i�lg[Xk\j
Lg[Xk\�jkXb\_fc[\ij�fe�gif^i\jj�i\^lcXicp�Xe[�_fc[�
]lik_\i�nfibj_fgj�kf�nfib�kf^\k_\i�fe�j_Xi\[�
ZfeZ\iej#�`[\Xj�Xe[�[\Z`j`fe$dXb`e^�Xj�i\hl`i\[%�

01

02

03

04

05

06

21
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\

E\\[�]fi�gifa\Zk
<%^%#�>Xg�`e�j\im`Z\#�cfe^�nX`k`e^�k`d\j#��

_`^_�;E8��;`[�Efk�8kk\e[ �iXk\j%

Fm\im`\n�f]�gifgfj\[��
gcXe�Xe[�d\k_f[j

<%^%#�Lj`e^�jlim\pj#�gXk`\ek�j_X[fn`e^#��
[XkX�Zfcc\Zk`fe%

E\\[�]fi�jkXb\_fc[\i��
`emfcm\d\ek

<%^%#�N_f�e\\[j�kf�Y\�`emfcm\[6��
N_Xk�`j�k_\`i�jkXb\�`e�k_\�i\jlckj6

;\Z`j`fej�i\hl`i\[
<%^%#�@j�k_\i\�X�Zfdd`kd\ek�kfnXi[j�dXb`e^�

`dgifm\d\ekj6�N_Xk�`j�k_\�jZfg\�f]�k_\�nfib6��
?fn�n`cc�k_`e^j�Y\�gif^i\jj\[6

Kffc�(X

Workshop summary template

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc(X%g[]

2222
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Example

JkXik$lg�nfibj_fg�
K_\�9i\Xjk�J\im`Z\�Xk�NX`k\dXkX�;?9�lj\[�X�jkXik$
lg�nfibj_fg�kf�Y\^`e�k_\`i�j\im`Z\�`dgifm\d\ek�
gifa\Zk%�K_\p�`em`k\[�dXeX^\ij#�_\Xck_ZXi\�
`dgifm\d\ek�k\Xd�jkX]]#�[fZkfij�Xe[�elij\j#�
gXk`\ekj�Xe[�Zfddle`kp�jlggfik�^iflgj%�K_\p�
Xcjf�`em`k\[�\o\Zlk`m\j�]ifd�_flj`e^�Xe[�YXeb`e^�
j\Zkfi�fi^Xe`jXk`fej�kf�^`m\�k_\d�X�[`]]\i\ek�Xe[�
]i\j_�g\ijg\Zk`m\%�K_\p�c\Xie\[�k_Xk�X�n`[\�d`o�
f]�jkXb\_fc[\ij�_\cgj�\ejli\�X�jkife^�dXe[Xk\�]fi�
Z_Xe^\�fm\iXcc�Xe[�_\cgj�k_\�gifa\Zk�k\Xd�[\m\cfg�
X�m\ip�giXZk`ZXc�Xe[�ifYljk�gifa\Zk%

I^eh
6aadl�Vi�aZVhi�ild�]djgh�[dg�i]^h�ldg`h]de#
6eed^ci�Vc�ZmeZg^ZcXZY�[VX^a^iVidg�VcY�YZkZade�

V�ÓZm^WaZ�eaVc�[dg�i]Z�ldg`h]de#
=VkZ�V�hiV[[�bZbWZg�VkV^aVWaZ�Vi�i]Z�ldg`h]de�i]Vi�
XVc�hjeedgi�eVi^Zcih�l]d�bVn�\Zi�jehZi#�>cigdYjXZ�
i]^h�eZghdc�Vi�i]Z�WZ\^cc^c\�d[�i]Z�ldg`h]de#
:chjgZ�Vaa�ViiZcYZZh�[ZZa�[gZZ�id�h]VgZ�XdcXZgch�
VcY�^YZVh�i]gdj\]dji�i]Z�ldg`h]de#�GZb^cY�
eZdeaZ�Vaa�XdbbZcih�VgZ�bVYZ�^c�XdcÒYZcXZ�VcY�
h]djaY�cdi�WZ�gZedgiZY�djih^YZ�i]Z�ldg`h]de#

Dc�WVaVcXZ!�eVi^Zcih�VgZ�bdgZ�a^`Zan�id�WZ�Xg^i^XVa�VcY�
hZgk^XZ�hiV[[�YZ[Zch^kZ$jcXdb[dgiVWaZ#�GZb^cY�eVi^Zcih�
i]Vi�Y^hXjhh^c\�i]Z^g�XdcXZgch�VcY�^YZVh�^h�k^iVa�id�
i]Z�ldg`h]de#�GZb^cY�hiV[[�i]Z�V^b�^h�id�^begdkZ�
hZgk^XZ�egdXZhhZh�[dg�i]Zb�Vh�bjX]�Vh�[dg�eVi^Zcih#
EgZeVgZ�V�lVn�id�^ckdakZ�i]Z�l]daZ�ldg`h]de�^c�
XdcÒgb^c\�Vcn�ÒcVa�YZX^h^dch�id�ZcY�i]Z�ldg`h]de#

23
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Kffc�(Y

:fddle`ZXk`fe�
n\Yj`k\j
Communication websites are a 
social networking tool where you 
can share information online 
about your work with other 
stakeholders. 

N_p�lj\�`k
:fddle`ZXk`fe�n\Yj`k\j�\eXYc\�fe^f`e^�
Zfddle`ZXk`fe�Y\kn\\e�gXk`\ekj#�jkX]]�
Xe[�fk_\i�g\fgc\�`emfcm\[�`e�pfli�j\im`Z\�
`dgifm\d\ek�nfib%�K_`j�kffc�_\cgj�g\fgc\�
kf�j_Xi\�k_\`i�`[\Xj�Xe[�^\k�]Xjk�]\\[YXZb%�@k�
ZXe�Xcjf�Y\�lj\]lc�]fi�jkX]]�kf�^X`e�Xe�`ej`^_k�
`ekf�gXk`\ekjË�g\ijg\Zk`m\j�fi�[\m\cfg�jg\Z`ÔZ�
ZfeZ\gkj�Xe[�`[\Xj%�

N_\e�kf�lj\�`k
Pfl�ZXe�lj\�k_`j�Xk�Xep�jkX^\�[li`e^�pfli�nfib%

24
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;\Z`[\�fe�k_\��
n\Yj`k\Ëj�gligfj\
=fi�\oXdgc\#�Xj�X�kffc�kf�Zfddle`ZXk\�
n`k_�g\fgc\�fe�k_\�gifa\ZkËj�gif^i\jj�
fi�kf�j\\b�jg\Z`ÔZ�Zfdd\ekj�fe�Xe�
`dgifm\d\ek�`[\X%

:_ffj\�Xe�fec`e\�j`k\�kf�
_fjk�pfli�jfZ`Xc�e\knfib�
<oXdgc\j�f]�jfZ`Xc�e\knfib`e^�_fjkj�
[\j`^e\[�jg\Z`ÔZXccp�]fi�^iflgj�`eZcl[\�
e`e^%Zfd#�Y`^k\ek%Zfd�Xe[�>ff^c\�
>iflgj%�

Efk\1�@k�`j�]i\\�kf�j\k�lg�pfli�jfZ`Xc�
e\knfib�j`k\�n`k_�dXep�f]�k_\�_fjkj%

;\m\cfg�pfli�Zfek\ek
K_`j�dXp�`eZcl[\�[`jZljj`fe�]fildj#�
g_fkfj#�m`[\fj#�Ycf^j�Xe[�\m\ekj%�

@em`k\�gXik`Z`gXekj�kf�af`e
Dfjk�jfZ`Xc�e\knfib`e^�_fjk�j`k\j�n`cc�
`eZcl[\�X�nXp�f]�[f`e^�k_`j�]ifd�n`k_`e�
k_\�j`k\%

Example  

>fne�[\j`^e�]fild
As part of the Patient  
Co-design of Breast Service 
Project, a collaborative piece of 
work was undertaken between 
Unitec School of Design and 
Visual Arts and Waitemata 
DHB to create an improved 
gown for mammography in the 
Waitemata area. 
Le`k\Z�Zi\Xk\[�X��n\Yj`k\�fe�e`e^%Zfd�kf�Xjj`jk�n`k_�
Zfddle`ZXk`fe%�@e]fidXk`fe�gfjk\[�`eZcl[\[�g_fkfj�
]ifd�nfibj_fgj#�jkl[\ek�jlddXi`\j�f]�`jjl\j�n`k_�
^fne�[\j`^ej#�lg[Xk\j�fe�gif^i\jj�n`k_�k_\�nfib�Xe[�
`e]fidXk`fe�fe�\m\ekj%�D\dY\ij�`eZcl[\[�jkX]]�Xe[�
jkl[\ekj�Xk�Le`k\Z#�jkX]]�Xe[�gXk`\ekj�Xk�NX`k\dXkX�
;?9�Xe[�fk_\i�g\fgc\�n_f�_X[�Xe�`ek\i\jk�`e�k_\�nfib%

01

02

03

04

I^eh
�BV`Z�hjgZ�i]Z�eZdeaZ�ndj�lVci�id�Xdbbjc^XViZ�l^i]�
VgZ�XdbejiZg�hVkkn�VcY�]VkZ�^ciZgcZi�VXXZhh#

JeYViZ�ndjg�lZWh^iZ�gZ\jaVgan�VcY�ZchjgZ�i]Vi�^c[dgbVi^dc�^h�XjggZci#
BV`Z�hjgZ�ndj�X]ZX`�i]Z�eg^kVXn�hZii^c\h�d[�i]Z�h^iZ�

XVgZ[jaan#�>[�ndjg�egd_ZXi�]Vh�XdcÒYZci^Va�^c[dgbVi^dc�i]Vi�ndj�
YdcÉi�lVci�VkV^aVWaZ�id�i]Z�ejWa^X!�a^b^i�VXXZhh�VXXdgY^c\an#�

Dca^cZ�Xdbbjc^XVi^dc�^h�Vc�Z[[ZXi^kZ�lVn�d[�Xdbbjc^XVi^c\�l^i]�
hiV`Z]daYZgh�Wji�^i�XVcÉi�gZeaVXZ�i]Z�g^X]cZhh�d[�^c[dgbVi^dc�
\V^cZY�[gdb�iVa`^c\�dg�bZZi^c\�l^i]�eZdeaZ�^c�eZghdc#�JhZ�i]^h�
idda�id�hjeeaZbZci�di]Zg�Xdbbjc^XVi^dc�VcY�[ZZYWVX`�bZi]dYh#
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N_p�lj\�`k
K_\�gligfj\�f]�m`jlXc�Zfddle`ZXk`fe�`j�kf�_\cg�
Zi\Xk\�XZZ\jj`Yc\#�kXe^`Yc\�nXpj�f]�kXcb`e^�XYflk�
Xe[�[\j`^e`e^�Y\kk\i�j\im`Z\�\og\i`\eZ\j%�M`jlXc�
Zfddle`ZXk`fe�`j�lj\]lc�]fi�dXb`e^�XYjkiXZk�
k_`e^j�Æ�jlZ_�Xj�e\\[j#�`jjl\j#�`[\Xj#�gifZ\jj\j�
Xe[�flkZfd\j�Æ�kXe^`Yc\#�Xe[�ZXe�_\cg�jgXe�k_\�
[`]]\i\ek�g\ijg\Zk`m\j�f]�gXk`\ekj#�jkX]]�Xe[�fk_\i�
jkXb\_fc[\ij%�K_`j�kffc�ZXe�Xcjf�ZXgkli\�Zfdgc\o�
`ek\iXZk`fej�Y\kn\\e�g\fgc\#�gifZ\jj\j#�Xe[�`[\Xj%

N_\e�kf�lj\�`k
Pfl�ZXe�lj\�m`jlXc�Zfddle`ZXk`fe�Xk�Xep�k`d\�[li`e^�
pfli�gifa\Zk�n_\e�pfl�e\\[�kf�\ogi\jj�b\p�ZfeZ\gkj�
`e�j`dgc\�Xe[�giXZk`ZXc�nXpj%�=fi�\oXdgc\#�pfl�
dXp�nXek�kf�lj\�X�m`jlXc�dXg�kf�\ogcX`e�X�gXk`\ekËj�
aflie\p�k_ifl^_�X�_\Xck_�j\im`Z\%

Kffc�(Z

M`jlXc�
Zfddle`ZXk`fe
Visual communication is a way 
of conveying ideas to people 
using aids such as pictures, 
diagrams and colours rather 
than just words.

26
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Jb\kZ_�flk�[iX]kj��
f]�pfli�`[\Xj

@ZZe�ndjg�h`ZiX]Zh�gdj\]#
I]^h�ZcXdjgV\Zh�eZdeaZ�id�
Zc\V\Z�l^i]�i]Zb�VcY��

XdbbZci�dc�i]Zb!�VcY�id�ign�
YgVl^c\�^YZVh�i]ZbhZakZh#�
>\cdgZ�Xg^i^X^hbh�VWdji�i]Z�
gdj\]cZhh�d[�i]Z�YgVl^c\�

Ä�^iÉh�cdi��
i]Z�ed^ci#

@[\ek`]p�k_\�kfg`Z
;f�k_`j�Xj�Zc\Xicp�Xj�gfjj`Yc\#�]fZlj`e^�fe�[\Ôe`e^�
n_Xk�pfl�d\Xe�Xe[�n_Xk�pfl�[feËk�d\Xe%�

@[\ek`]p�n_f�k_\�Zfddle`ZXk`fe�
`j�]ifd��ljlXccp�pfli�fi^Xe`jXk`fe �
Xe[�n_f�`k�`j�]fi��ljlXccp�gXk`\ekj �
;`jk`e^l`j_�Y\kn\\e�_fn�k_\�fi^Xe`jXk`fe�Xe[�k_\�
gXk`\ekj�k_`eb�Xe[�jg\Xb�XYflk�k_\�kfg`Z%�=fZlj�fe�
k_\�gXk`\ekjË�gf`ekj�f]�m`\n�`eZcl[`e^1

��� K_`e^j�k_\p�d`^_k�le[\ijkXe[�Xci\X[p#�Xe[�k_\�
nXpj�k_\p�kpg`ZXccp�kXcb�XYflk�k_\d

��� K_`e^j�k_\p�ZXe�X^i\\�n`k_�\Xj`cp

��� Hl\jk`fej�k_\p�d`^_k�Xjb

��� K_`e^j�k_\p�d`^_k�Yp�Zfe]lj\[�Yp�Xe[&fi��
� [`jX^i\\�n`k_%

<ogcfi\�j`d`c\j�Xe[�d\kXg_fij�]fi�
Zfddle`ZXk`e^�k_\�kfg`Z
=fi�\oXdgc\#�gXk`\ekj�f]k\e�jXp�k_\`i�aflie\p�`j�Êc`b\�
X�ifcc\i�ZfXjk\iË��X�j`d`c\ �fi�X�jkX]]�d\dY\i�Ê_Xj�
Y\Zfd\�X�ifZbË��X�d\kXg_fi %��

J\c\Zk�X�]\n�fgk`fej�pfl�k_`eb�n`cc�nfib�n\cc�`e�
Zfddle`ZXk`e^�k_\�kfg`Z%�Efk\�k_Xk�pfl�dXp�e\\[�kf�
YXcXeZ\�XZZliXZp��`e�i\cXk`fe�kf�j\im`Z\�gifZ\jj\j�fi�
Zc`e`ZXc�[`X^efj\j �n`k_�k_\�m`\nj#�\o`jk`e^�befnc\[^\�
Xe[�e\\[j�f]�pfli�Xl[`\eZ\%

01

02

03

04
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I^eh
�BV`Z�hjgZ�ndj�Yd�ndjg�YZkZadebZci�^c�i]Z�
h`ZiX]�e]VhZ�Ä�^iÉh�h^beaZ!�fj^X`�VcY�\Zih�
ndj�.%��d[�i]Z�lVn�id�Z[[ZXi^kZ��
VcY�Z[ÒX^Zci�Xdbbjc^XVi^dc#

Lj\�k_\�]fccfn`e^�k\jk�kf�j\\�
_fn�\Xjp�k_\�jb\kZ_\j�Xi\�kf�
le[\ijkXe[

�� J_fn�k_\�[iXn`e^�kf�X�gXk`\ek

�� 8jb�k_\d�kf�\ogcX`e�`e�k_\`i�fne�nfi[j��
n_Xk�`k�`j�k\cc`e^�k_\d

�� <ogcX`e�n_Xk�pfl�d\Xek

�� ;`jZljj�nXpj�kf�`dgifm\�k_\�jb\kZ_�jf�`k�
Zfddle`ZXk\j�\]]\Zk`m\cp�Xe[�\]ÔZ`\ekcp%

J\c\Zk�X�[iX]k
�� J\c\Zk�k_\�m\ij`fe�Xe[�jg\Z`ÔZ�\c\d\ekj�k_Xk�

Zfddle`ZXk\�Y\jk�Xe[�[fZld\ek�k_\j\

�� ;\m\cfg�X�Ê̂ ff[Ë�[iX]k

��� Ki`Xc�pfli�[iX]k�`e�X�i\Xc�j\kk`e^�jlZ_��
� Xj�X�Zc`e`Z�fi�nXi[%

;\Z`[\�fe�k_\�ÔeXc�m\ij`fe��
Xe[�lj\�Xj�Xggifgi`Xk\
Pfl�ZXe�Xjb�X�^iXg_`Z�[\j`^e\i�fi�`ccljkiXkfi�kf�
_\cg�pfl�Zfdgc\k\�k_\�ÔeXc�m\ij`fe�jf�pfl�_Xm\��
X�gif]\jj`feXc�cffb`e^�g`\Z\�f]�nfib%

05

06

07

28
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K_\�9i\Xjk�J\im`Z\�Xk�NX`k\dXkX�;?9�c\Xie\[�k_\i\�
n\i\�dXep�j`klXk`fej�n_\i\�jgfb\e�`ek\iXZk`fej�
Y\kn\\e�jkX]]�Xe[�gXk`\ekj�n\i\�gifYc\dXk`Z%�

K_\p�be\n�m\iYXc�Zfddle`ZXk`fe�nXj�]le[Xd\ekXc#�
]fi�^ff[�\og\i`\eZ\j�Xe[�gXk`\ek�flkZfd\j%�

N`k_�k_\�Xjj`jkXeZ\�f]�Le`k\Z�JZ_ffc�f]�;\j`^e�

Xe[�M`jlXc�8ikj�jkX]]#�X�kpg`ZXc�Zc`e`Z�Xggf`ekd\ek�
nXj�jb\kZ_\[�flk�kf�ZXgkli\�b\p�Zfddlde`ZXk`fe�
gifYc\dj�Xe[�j_fn�lj\]lc�nXpj�f]�[\Xc`e^�n`k_�
k_\d%�K_`j�iXg`[cp�\mfcm\[�`ekf�X�ZXikffe$jkpc\�
gfjk\i#�Af�^f\j�]fi�_\i�Ôijk�_fjg`kXc�Xggf`ekd\ek#�
kf�i\d`e[�gXk`\ekj�Xe[�jkX]]�f]�^ff[�nXpj�f]�
Zfddle`ZXk`e^%

Example

:fddle`ZXk`fe�ZXikffe

Jo goes for her first hospital appointment

+L��,·P�'U��5RSDWD�
3HRSOH�MXVW�FDOO�PH

+RQH��

+HOOR��,·P�-R

+H·V�IULHQGO\�6KH�VHHPV�
ZRUULHG

EH�ZHOFRPLQJ EH�DW�HDVH

LQ�WKH�GRFWRU·V�URRP

<RX�VHHP�D�ELW
ZRUULHG��FDQ�,�KHOS�

\RX�ZLWK�WKDW"

,·P�IHHOLQJ�QHUYRXV�
ZKDW·V�JRLQJ
WR�KDSSHQ�"

$FWXDOO\��,·P
IUHDNLQJ�RXW

DVN�KRZ�WKH\·UH�IHHOLQJ EH�D�WDONHU

/HW�PH��
VKRZ�\RX�

,��VHH��VR�WKDW·V��
ZK\�,·P�KHUH���

7KHUH�LV�VRPHWKLQJ��
HOVH�WKRXJK���

6KRXOG�,��
PHQWLRQ�WKH��
RWKHU�OXPS"

,�KRSH�WKLV�
ZRUNV��

XVH�YLVXDOV VSHDN�\RXU�PLQG

�

�

�

:H·OO�JHW�WKDW�FKHFNHG�
RXW��$IWHU�WKH�WHVWV�
\RX·OO�FRPH�LQ�IRU�

DQRWKHU�DSSRLQWPHQW�

+RZ�ORQJ�EHIRUH�
WKH�WHVWV�DUH�GRQH"��

&DQ�,�EULQJ�D�
IULHQG"

,�KDYH�VR�
PDQ\�WKLQJV�
RQ�P\�PLQG

,·P�JODG�VKH�
WROG�PH�DERXW�

WKH�OXPS�

H[SODLQ�WKH�SURFHVV DVN�TXHVWLRQV

2I�FRXUVH��:H·OO�
VHQG�\RX�DQ�

DSSRLQWPHQW�OHWWHU�
WKLV�ZHHN��$Q\WKLQJ�

HOVH"

1RW�ULJKW�QRZ��,·P�D�
ELW�IRJJ\��,�EHW�,·OO�

KDYH�ORWV�RI�TXHVWLRQV�
ZKHQ�,�JHW�KRPH

VHHN�IHHGEDFN JLYH�LW�WLPH

,I�DQ\WKLQJ�FRPHV�
XS��EH�VXUH�WR�FDOO�
WKH�FOLQLF��1LFH�WR�

PHHW�\RX�-R�

7KDQNV�+RQH��
<RX·YH�EHHQ�D�JUHDW�
KHOS��6HH�\RX�LQ�D�
FRXSOH�RI�ZHHNV�

�

�

�
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Kffcj�kf�_\cg��
pfl�gcXe�n`k_�
gXk`\ekj

2a Planning workshops�GcXee`e^�Zf$[\j`^e�nfib�Xe[�^\kk`e^�gXk`\ek�`eglk  34

Co-design visions�@[\ek`]p`e^�n_Xk�j\im`Z\j�pfl�ZXe�[\c`m\i�Xe[�n_Xk�gXk`\ekj�ZXe�\og\Zk��382b

33
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N_p�lj\�`k
J\im`Z\�`dgifm\d\ek�nfib�`j�f]k\e�[\Ôe\[�
Yp�n_Xk�Xe�fi^Xe`jXk`fe�nXekj�kf�[f�Xe[&
fi�n_Xk�`k�k_`ebj�n`cc�nfib%�K_`j�kffc�`em`k\j�
pfl�kf�kXb\�X�Y`^^\i�g`Zkli\�Xe[�cfe^\i�
k\id�m`\n�f]�k_\�_\Xck_�Zfe[`k`fej�Xe[�
j\im`Z\j�pfl�Xi\�nfib`e^�n`k_%�

N_\e�kf�lj\�`k
Lj\�k_`j�kffc�n_\e�pfl�e\\[�kf�gcXe�flk�
_fn�pfl�Xi\�^f`e^�kf�[f�pfli�j\im`Z\�
`dgifm\d\ek�nfib%

Kffc�)X

GcXee`e^�
nfibj_fgj
Planning workshops are where 
people with an interest in the 
improvement work you are 
wanting to do meet together for 
a set time to share information 
and come up with a plan for 
how the work can be done. They 
are usually run by a facilitator 
and involve lots of discussion.

8�gcXee`e^�nfibj_fg��
n`cc�_\cg�pfl1
��� Le[\ijkXe[�n_\i\�kf�]fZlj�pfli�\]]fikj%��

@e�gXik`ZlcXi#�`k�_\cgj�ZcXi`]p�n_Xk�pfli�
fi^Xe`jXk`fe�ZXe�Xe[�j_flc[�[f#�n_Xk�`k��
ZXe�[f�Ylk�`j�efk�X�gi`fi`kp#�Xe[�n_Xk�`k��
ZXeËk�[f�k_Xk�i\dX`ej�`dgfikXek

��� 9l`c[�X�ifYljk�Xe[�]fZlj\[�gcXe�]fi�pfli��
j\im`Z\�`dgifm\d\ek�nfib

��� <ejli\�k_\�gcXe�`j�Zc\Xicp�le[\ijkff[�Yp��
k_\�gifa\Zk�k\Xd�Xe[�jkXb\_fc[\ij

��� >\k�Ylp$`e�Xe[�fne\ij_`g�]ifd�\m\ipfe\��
\Xicp�fe%

34
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@[\ek`]p�k_\�b\p�gXik`Z`gXekj�
�� @[\ek`]p�k_\�fne\ij�f]�k_\�gifa\Zk�Xe[�k_\�

b\p�[\Z`j`fe$dXb\ij

�� @[\ek`]p�k_\�g\fgc\�Xe[�^iflgj�n_f�_Xm\�X�
jkXb\�`e�k_\�i\jlckj�f]�k_\�nfib�

�� @[\ek`]p�n_f�\cj\�e\\[j�kf�Y\�`e]fid\[�f]�
k_\�gifa\Zk�Xe[�`kj�i\jlckj�

�� Efn�i\m`\n�pfli�c`jkj�Xe[�[\Z`[\�n_f�j_flc[�
Y\�`em`k\[�kf�k_\�nfibj_fg%�DXb\�X�j\gXiXk\�
c`jk�f]�k_fj\�n_f�[f�efk�e\\[�kf�Xkk\e[�Ylk�
j_flc[�Y\�`e]fid\[�f]�gif^i\jj%

;\m\cfg�X�nfibj_fg�X^\e[X
=fi�\oXdgc\#�pfl�d`^_k�jl^^\jk�`k�n`cc�Zfm\i�
k_\�[\j`i\[�gifa\Zk�flkZfd\j�]fi�gXk`\ekj#�k_\�
i\hl`i\[�j\im`Z\�flkglkj�Xe[�k_\�b\p�gifa\Zk�
^fXcj%

@em`k\�Xkk\e[\\j
@em`k\�g\fgc\�kf�Xkk\e[�k_\�nfibj_fg�Xe[�j\e[�
k_\d�Xe�X^\e[X%�DXb\�XiiXe^\d\ekj�]fi�k_\�
m\el\#�kiXejgfik#�i\]i\j_d\ekj�Xe[�Xep�fk_\i�
e\\[j%

01

02

03

04 Lj\�k_\�planning 
workshop template �gX^\�
*- �kf�ile�k_\�nfibj_fg

I\m`\n�k_\�Zfek\ekj�f]�k_\�
gcXee`e^�nfibj_fg�k\dgcXk\�
Xe[�X^i\\�fe�X�ÔeXc�m\ij`fe

05

I^eh
�>cXajYZ�hiV`Z]daYZgh�[gdb�V�kVg^Zin�
d[�WVX`\gdjcYh�VcY�Y^hX^ea^cZh

:cXdjgV\Z�ZmiZgcVa�hiV`Z]daYZg�^ceji�
Yjg^c\�Y^hXjhh^dc�d[�djiXdbZh
Ldg`�k^hjVaan�Vh�bjX]�Vh�edhh^WaZ#��

I]^h�h^bea^ÒZh�i]Z�ldg`h]de�egdXZhh�VcY�
ZcXdjgV\Zh�VXi^kZ�eVgi^X^eVi^dc�i]gdj\]dji
JhZ�i]Z�eaVcc^c\�ldg`h]de�iZbeaViZ�
�eV\Z�(+��id�Xdbbjc^XViZ�egd\gZhh�
VcY�^hhjZh�i]gdj\]dji�i]Z�egd_ZXi

3535
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GcXee`e^�nfibj_fg�k\dgcXk\

 1.�@[\ek`]p�k_\�[\j`i\[�gXk`\ek�flkZfd\j�
�� N_Xk�Xi\�k_\�[\j`i\[�flkZfd\j�f]�

k_`j�nfib�]fi�k_\�gXk`\ekj�Xe[�k_\`i�
Zfddle`k`\j6

�� GXk`\ek�flkZfd\j�Xi\�Yfk_�g\ijfeXc�
Xe[�Zfddle`kp�_\Xck_�flkZfd\j#�
d\XjliXYc\�`e�k\idj�f]�k_\�_\Xck_�jkXklj�
f]�`e[`m`[lXcj�Xe[�gfglcXk`fej%�K_\j\�
dXp�kXb\�p\Xij�fi�[\ZX[\j�kf�\jkXYc`j_#�jf�
k_\p�`dgcp�jljkX`e\[�j\im`Z\�gifm`j`fe%�

�� GXk`\ek�flkZfd\j�dXp�Y\�\ogi\jj\[�Xj�
hlXc`kXk`m\�Xe[&fi�hlXek`kXk`m\�kXi^\kj%

2.��@[\ek`]p�k_\�[\j`i\[�j\im`Z\�flkglkj
�� N_Xk�flkglkj�Xi\�e\\[\[�`e�k_\�e\ok��

]\n�p\Xij�kf�XZ_`\m\�k_\�gXk`\ek�
flkZfd\j�`[\ek`Ô\[�XYfm\6�

�� Flkglkj�Xi\�`dd\[`Xk\�Xe[�[`i\Zk��
i\jlckj�f]�k_\�j\im`Z\�[\c`m\ip%

3.��@[\ek`]p�k_\�`dgifm\d\ek�^fXcj
�� N_Xk�^fXcj�Xi\�e\\[\[�kf�XZ_`\m\�k_\�

j\im`Z\�flkglkj6
�� @eZcl[\�`dgifm\d\ekj�`e�\o`jk`e^�j\im`Z\j�

fi�gfjj`Yc\�e\n�j\im`Z\�\c\d\ekj%
�� @[\ek`]p�Xj�dXep�jg\Z`ÔZ�^fXcj�Xj�pfl�

nXek#�k_\e�eXiifn�k_\j\�[fne�kf�knf�fi�
k_i\\�b\p�^fXcj%

Kffc�k\dgcXk\�)X

Planning workshop template 

*%�Gifa\Zk�>fXcj
N_Xk�^fXcj�Xi\�e\\[\[�kf��

XZ_`\m\�k_\�j\im`Z\�flkglkj6

)%�J\im`Z\�Flkglkj
�N_Xk�flkglkj�Xi\�e\\[\[�kf��
XZ_`\m\�gXk`\ek�flkZfd\j6

(%�GXk`\ek�FlkZfd\j
�N_Xk�Xi\�k_\�[\j`i\[�flkZfd\j�]fi�

gXk`\ekj�Xe[�k_\`i�Zfddle`k`\j6

Z#\#!�YZkZade�heZX^ÒX�
Xdbbjc^XVi^dc�iddah�hjX]�Vh�
eVi^Zci�]ZaY�gZXdgYh�

Z#\#!�Xdbbjc^XVi^dc�WZilZZc�
eVi^Zcih�VcY�hiV[[

Z#\#!�YZXgZVhZ�^c�WgZVhi�
XVcXZg�gZXjggZcXZ!�^cXgZVhZ�
^c�ZVgan�egZhZciVi^dc

JkXk\d\ek JkXk\d\ek JkXk\d\ek

Template Instructions:

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc)X%g[]
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ÈK_\�gifa\Zk�_Xj�
_\cg\[�d\�le[\ijkXe[�
_fn�kf�Y\kk\i�Zfem\p�
`e]fidXk`fe�`e�X�nXp��
k_\�gXk`\ek�le[\ijkXe[j%É�
- Surgeon.
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N_p�lj\�`k
@dgifm\d\ek�nfib�ZXe�jfd\k`d\j�i\jfcm\�jpjk\d�
`jjl\j�n`k_flk�`dgifm`e^�gXk`\ek�\og\i`\eZ\j%�<m\e�
n_\e�Zfej`[\i\[#�gXk`\ek�\og\i`\eZ\j�dXp�jk`cc�Y\�
fm\ij_X[fn\[�Yp�fk_\i�\c\d\ekj%�?Xm`e^�X�m`j`fe�_\cgj�
b\\g�k_\�gXk`\ek�`e�]fZlj%�

N_\e�kf�lj\�`k
Lj\�k_`j�kffc�`e�k_\�\Xicp�jkX^\j�f]�pfli�Zf$[\j`^e�nfib%��
@k�`j�gXik`ZlcXicp�lj\]lc�n_\e�[\m\cfg`e^�X�e\n�j\im`Z\�
Ylk�ZXe�Y\�lj\[�`e�fk_\i�Zfek\okj�kff%

�Kffc�)Y

:f$[\j`^e�m`j`fej�
A vision is a written statement 
about what your health service 
aspires to achieve. It includes 
both what your service will deliver 
to patients (the service promise) 
and what patients can expect as a 
result (patient outcomes).

38
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01 Lj\�k_\�four-box template�
�gX^\�+' �kf�_\cg�pfl�[\m\cfg�
pfli�m`j`fe
�
;\m\cfg�X�[iX]k�j\im`Z\�
gifd`j\�Xe[�gXk`\ek�flkZfd\�
jkXk\d\ek�kf�Zfddle`ZXk\�
pfli�gifa\Zk�m`j`fe
K_`j�n`cc�_\cg�g\fgc\�le[\ijkXe[�n_p�k_\�
`dgifm\d\ek�nfib�`j�Y\`e^�[fe\%

=`eXc`j\�pfli�j\im`Z\�gifd`j\�
Xe[�gXk`\ek�flkZfd\�
jkXk\d\ek
Lj\�k_\j\�Xj�X�i\]\i\eZ\�gf`ek�]fi�Xcc�pfli�
`dgifm\d\ek�`[\Xj�Xe[�[\m\cfgd\ekj%�;f\j�
k_\�`dgifm\d\ek�Zfeki`Ylk\�kf�k_\�gifd`j\�
Xe[�`kj�flkZfd\j6

02

03

;\Ôe`k`fej
The service promise commits 
the service to providing a 
specific experience for 
patients. It begins with the 
words ‘we will...’ and says 
what the service will do. 

The patient outcomes 
statement commits you to 
providing specific outcomes 
for patients.
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Template Instructions:

1.�9iX`ejkfid�gXk`\ek�\og\i`\eZ\j

N`k_�pfli�^iflg#�YiX`ejkfid�X[a\Zk`m\j#�
\%^%�ZfeÔ[\ek#�Xe[�X[m\iYj#�\%^%#�hl`Zbcp#�kf�
[\jZi`Y\�gXk`\ek�\og\i`\eZ\j%�@ej\ik�k_\j\�
`ekf�9fo�(%
N_\e�pfl�_Xm\�Ôe`j_\[�9fo�(#�
dfm\�fe�kf�9fo�)%
Lj\�9fo�)�kf�ZcXi`]p�Xe[�j_Xig\e�k_\�
\og\i`\eZ\j%�

2.�9iX`ejkfid�gXk`\ek�flkZfd\j�

N`k_�pfli�^iflg�YiX`ejkfid�Xep�flkZfd\j�
pfl�Y\c`\m\�Xi\�`dgfikXek�]fi�gXk`\ekj#�
k_\`i�]Xd`c`\j�Xe[�]i`\e[j#�Xe[�k_\`i�
Zfddle`k`\j�Xe[�`ej\ik�k_\j\�`ekf�9fo�*%

N_\e�pfl�_Xm\�Ôe`j_\[�9fo�*#��
dfm\�fe�kf�9fo�+%�
Lj\�9fo�+�kf�ZcXi`]p�Xe[�j_Xig\e�k_\�
flkZfd\j%

�
3%�I\m`\n�k_\�Zfek\ek�

N_\e�pfl�_Xm\�Ôe`j_\[�Xcc�]fli�Yfo\j#�
i\m`\n�k_\�Zfek\ek%�;\m\cfg�gifd`j\�Xe[�
flkZfd\�jkXk\d\ekj�`e�fi[`eXip#�j`dgc\#�
Zc\Xi�cXe^lX^\%

01
?fn�[f�gXk`\ekj�nXek�kf�

\og\i`\eZ\�k_\�j\im`Z\6�?fn�
[f�k_\p�nXek�kf�]\\c�[li`e^�

j\im`Z\�[\c`m\ip6

Z#\#!�XdcÒYZci!�^c�Xdcigda

02 
?fn�[feËk�gXk`\ekj�nXek�kf�

\og\i`\eZ\�k_\�j\im`Z\6��
?fn�[feËk�k_\p�nXek�kf�]\\c�

[li`e^�j\im`Z\�[\c`m\ip6

\#\#!�V[gV^Y!�cdi�`cdl^c\�l]Vi�^h�
\d^c\�id�]VeeZc�cZmi

03
N_Xk�flkZfd\j�[f�gXk`\ekj�

Xe[�Zfddle`k`\j�nXek6

Z#\#!�gZijgc�id�ÈcdgbVaÉ�
a^[ZhinaZ�

04 
N_Xk�flkZfd\j�[feËk�

gXk`\ekj�Xe[��
Zfddle`k`\j�nXek6

Z#\#!�aVX`�d[�^cYZeZcYZcXZ!�
jcXZgiV^cin

Kffc�k\dgcXk\�)Y

Four-box template 

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc)Y%g[]
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I^eh
�BV`Z�i]Z�k^h^dc�Vh�iVc\^WaZ!�egVXi^XVa�
VcY�eVi^Zci"dg^ZciZY�Vh�edhh^WaZ#

9dcÉi�jhZ�bZY^XVa�dg�hnhiZb� _Vg\dc�^c�
ndjg�egdb^hZ�dg�djiXdbZ�hiViZbZcih#�
>chiZVY�jhZ�h^beaZ�ldgYh�VcY�e]gVhZh�

V�eVi^Zci�XVc�jcYZghiVcY#
Ign�cdi�id�YZWViZ�ldgYh�VcY�hZbVci^Xh#�
GZbZbWZg!�i]^h�^h�V�YgV[i�VcY�Vh�
ndj�aZVgc�i]gdj\]�i]Z�egd_ZXi!�i]ZhZ�

hiViZbZcih�h]djaY�ZkdakZ#
6alVnh�jhZ�eVi^Zcih�Vh�ndjg�gZ[ZgZcXZ"ed^ci#�
>[�eVi^Zcih�VgZ�cdi�^ckdakZY�^c�YZkZade^c\�
i]Z�k^h^dc!�bV`Z�hjgZ�ndj�gjc�^i�eVhi�i]Zb�
V[iZglVgYh�VcY�gZldgY�^[�cZXZhhVgn#
Ndj�XVc�^cXajYZ�ndjg�XdbeaZiZY�[djg"
Wdm�iZbeaViZ��eV\Z�)%��Vh�V�gZ[ZgZcXZ�
Y^V\gVb�^c�ndjg�eaVcc^c\�YdXjbZciVi^dc#

Example

:f$[\j`^e�m`j`fe�]fi�
d\cXefdX�ZXi\�
Services involved in melanoma 
care at Waitemata DHB came 
up with the following service 
promise and patient outcome 
statements as part  
of their work:

J\im`Z\�gifd`j\
ÈN\�n`cc�k\cc�pfl�n_Xk�pfl�e\\[�kf�befn�`e�X�k`d\cp�
Xe[�i\jgfej`Yc\�nXp#�Xe[�n`cc�Xcjf�k\cc�pfl�n_Xk�nXek�kf�
befn�n_\e�pfl�Xjb%�N\�n`cc�kX`cfi�`e]fidXk`fe�kf�pfli�
g\ijfeXc�e\\[j#�Xe[�n`cc�Xcjf�X[mfZXk\�fe�pfli�Y\_Xc]�
kf�^\k�k_\�`e]fidXk`fe�pfl�e\\[%É

GXk`\ek�flkZfd\�jkXk\d\ek
ÈN\�n`cc�_\cg�pfl�^X`e�X�^ff[�hlXc`kp�f]�c`]\�Yp�Y\`e^�
dfi\�befnc\[^\XYc\�Xe[�jb`cc\[�XYflk�D\cXefdX%�
N\�nXek�pfli�^ifn`e^�befnc\[^\�kf�^`m\�pfl�Y\kk\i�
Zfekifc�f]�pfli�_\Xck_�Xe[�pfli�]lkli\%�N\�nXek�pfl�
Xe[�pfli�]Xd`cp�kf�Y\�dfi\�j\Zli\#�Xjjli\[�Xe[�Z\ikX`e�
XYflk�k_\�Y\jk�nXpj�kf�^X`e�k_`j%É
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Kffcj�kf�_\cg�pfl�
\ogcfi\�Xe[�le[\ijkXe[�
gXk`\ek�\og\i`\eZ\j

3a Patient shadowing��@[\ek`]p`e^�n_Xk�_Xgg\ej�[li`e^�X�gXk`\ek�m`j`k�kf�X�j\im`Z\  46

Patient journey mapping��JlddXi`j`e^�k_\�j\im`Z\�\og\i`\eZ\j�gXk`\ekj�_Xm\�fm\i�k`d\��483b

3c Experience-based surveys��C\Xie`e^�XYflk�gXk`\ekjË�i\XZk`fej�kf�j\im`Z\j�YXj\[�fe�k_\`i�aflie\pj  56

Patient stories��8jj\jj`e^�gXk`\ekjË�j\im`Z\�\og\i`\eZ\j�`e�k_\`i�c`]\�Zfek\ok���603d
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Kffc�*X

GXk`\ek�j_X[fn`e^
Shadowing is where a project 
member follows a patient through 
their visit to the health service  
and documents the experience. 

N_p�lj\�`k
J_X[fn`e^�`j�lj\[�kf�`[\ek`]p�\oXZkcp�n_Xk�
_Xgg\ej�[li`e^�X�gXk`\ek�m`j`k�kf�X�j\im`Z\#�
`eZcl[`e^1

�� C\Xie`e^�XYflk�g\fgc\Ëj�dfm\d\ekj�
k_ifl^_�k_\�j\im`Z\�

�� D\Xjli`e^�Y\_Xm`flij#�\%^%�eldY\i��
f]�m`j`kj�Xe[�nX`k`e^�k`d\j�

�� ?\cg`e^�pfl�j\\�k_`e^j�k_ifl^_�k_\��
\p\j�f]�X�gXk`\ek%

N_\e�kf�lj\�`k
Lj\�j_X[fn`e^�n_\e�pfl�nXek�kf�`[\ek`]p�
\o`jk`e^�\og\i`\eZ\j�Xe[�Y\_Xm`flij%�FeZ\�
pfl�_Xm\�[fe\�k_`j#�pfl�ZXe�cXk\i�Z_\Zb�k_\�
`dgXZkj�`dgifm\d\ekj�_Xm\�dX[\�lj`e^�k_\�
jXd\�d\k_f[%

N_Xk�kf�fYj\im\
?fn�\Xjp�fi�[`]ÔZlck�`k�`j�]fi�gXk`\ekj�
kf�Ôe[�k_\`i�nXp�Xifle[�k_\�_fjg`kXc%

?fn�cfe^�gXk`\ekj�_Xm\�kf�nX`k�kf�Y\�j\\e%

?fn�gXk`\ekj�Xi\�ki\Xk\[�Yp�d\dY\ij�f]�jkX]]%

N_Xk�hl\jk`fej�gXk`\ekj�Xjb%

N_Xk�]fidj�gXk`\ekj�Xi\�Xjb\[�kf�Ôcc�`e%

?fn�dXep�jkX]]�d\dY\ij�gXk`\ekj�`ek\iXZk�n`k_%

I^eh
BV`Z�hjgZ�eVi^Zci�hidg^Zh�gZbV^c�

XdcÒYZci^Va�cd�bViiZg�l]Vi�i]Z�hZii^c\�
�^ciZgk^Zl!�\gdje�dg�ldg`h]de�#�

EVi^Zcih�XVc�d[iZc�ZmeZg^ZcXZ�]^\]h�VcY�
adlh�l]^aZ�iZaa^c\�i]Z^g�hidgn#�7Z�egZeVgZY�
id�egdk^YZ�Veegdeg^ViZ�hjeedgi�^[�gZfj^gZY#�
7Z�egZeVgZY�id�WZ�bdkZY�ndjghZa[#�
I]^h�^h�cdgbVa�VcY�^bedgiVci�[dg�

jcYZghiVcY^c\�]dl�VcY�l]n�ZmeZg^ZcXZh�
Vg^hZ�VcY�]dl�WZhi�id�gZhdakZ�i]Zb#�
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;\Z`[\�fe�pfli�XggifXZ_��
kf�j_X[fn`e^�
N_Xk�Xi\�pfl�X`d`e^�kf�c\Xie6��
C`jk�pfli�hl\jk`fej%�

N_f�[f�pfl�e\\[�kf�j_X[fn6��
J_X[fn`e^�`j�dfjk�lj\]lc�]fi�Xjj\jj`e^�mXi`XY`c`kp%�
Pfl�ZXe�c\Xie�X�cfk�Yp�j_X[fn`e^�X�jdXcc�eldY\i�
f]�g\fgc\�ZXi\]lccp�j\c\Zk\[�kf�i\gi\j\ek�k_\�
\oki\d\j�f]�gXk`\ekj#�Zfe[`k`fej�Xe[&fi�jkX]]%�
@[\ek`]p�\oki\d\�\oXdgc\j��k_Xk�Z_Xcc\e^\�k_\�
j\im`Z\�\c\d\ekj�pfl�Xi\�\ogcfi`e^ �Xcfe^j`[\�X�
]\n�ÊXm\iX^\Ë�fe\j%�C`jk�k_\�kpg\j�f]�g\fgc\�pfl�
j_flc[�j_X[fn�kf�Xejn\i�pfli�hl\jk`fej%

?fn�dXep�g\fgc\�[f�pfl�e\\[�kf�j_X[fn6�
;\k\id`e\�k_\�d`e`dld�eldY\i�f]�g\fgc\�pfl�
e\\[�kf�j_X[fn�Yp�Xjjld`e^�pfl�n`cc�e\\[�)$*�f]�
\XZ_�\oki\d\�\oXdgc\%�Efk\1�`k�`j�Y\kk\i�kf�b\\g�
eldY\ij�jdXcc�Xe[�]fZlj�fe�k_\�hlXc`kp�Xe[�[\gk_�
f]�j_X[fn`e^�j\jj`fej%

?fn�n`cc�pfl�dXb\�i\Zfi[j�Xe[�[fZld\ek�
pfli�i\jlckj6��
C`jk�k_\�j`dgc\jk�i\Zfi[`e^�Xe[�[fZld\ekXk`fe�
fgk`fej�Xe[�[\m\cfg�X�i\Zfi[`e^�k\dgcXk\%

Efn�i\m`\n�pfli�flkc`e\�Xe[�jki\Xdc`e\�
pfli�XggifXZ_�Xj�dlZ_�Xj�gfjj`Yc\%

@em`k\�gXk`\ekj�kf�gXik`Z`gXk\�Xe[�
fYkX`e�k_\`i�Zfej\ek
J\\�ethics��gX^\�. �]fi�]lik_\i�`e]fidXk`fe%

�

J\k�lg#�ZXiip�flk�Xe[�[fZld\ek�
k_\�j_X[fn`e^�j\jj`fej
@]�gfjj`Yc\#�kXcb�kf�gXk`\ekj�XYflk�k_\`i�
\og\i`\eZ\j�f]�k_\�j\im`Z\�[li`e^�fi�X]k\i��
k_\�j_X[fn`e^�j\jj`fe%�

=fZlj�fe�k_\�d\Xe`e^�f]�j\im`Z\�\m\ekj�Xe[�
`ek\iXZk`fej�]fi�k_\d#�Xe[�\ogcfi\�n_Xk�k_\p�
d\Xek�Yp�k_\`i�fne�Y\_Xm`flij%�Lj\�efe$jg\Z`ÔZ�
fg\e$\e[\[�hl\jk`fej�jlZ_�Xj�Ên_Xk�nXj�^f`e^�
fe�]fi�pfl�Xk�k_Xk�dfd\ek6Ë�Xe[�Ên_Xk�[`[�`k�
d\Xe�]fi�pfl�kf�[f�k_Xk&XZk�k_Xk�nXp6Ë�

8eXcpj\�pfli�i\jlckj�Xe[�i\gfik�
fe�pfli�Ôe[`e^j
Jl^^\jk�j\im`Z\�`dgifm\d\ekj�Xj�Xggifgi`Xk\%

01

02

03

04

I^eh�
BV`Z�hjgZ�eZdeaZ�VgZ�Xdb[dgiVWaZ�l^i]�
WZ^c\�h]VYdlZY#�>[�cdi!�ndj�bVn�cZZY�id�
gZXdch^YZg�jh^c\�h]VYdl^c\�Vh�V�bZi]dY#�
9d�V�cjbWZg�d[�ig^Va�h]VYdlh�l^i]�XdaaZV\jZh�
id�ZchjgZ�^i�ldg`h�[dg�ndj�VcY�l^aa�\^kZ�
ndj�i]Z�^c[dgbVi^dc�ndj�cZZY�id�`cdl#�
Ndj�XVc�jhZ�i]Z�h]VYdl^c\�idda�id�
[daadl�hiV[[�Vh�lZaa�Vh�eVi^Zcih#
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A patient journey map is 
a diagram summarising 
the service experiences 
patients have over time.

N_p�lj\�`k
Pfl�ZXe�lj\�gXk`\ek�aflie\p�dXgg`e^�kf�`[\ek`]p#�
dXg�Xe[�gcXe�gXk`\ek�\og\i`\eZ\j�f]�j\im`Z\j%�
K_\�kffc�ZXe�Y\�Xggc`\[�kf�`dgifm`e^�gXk`\ek�
\og\i`\eZ\j�f]�_\Xck_�j\im`Z\j#�jg\Z`Xc`jk�le`kj#�
fi�\eZflek\ij�n`k_�`e[`m`[lXc�jkX]]%�

N_\e�kf�lj\�`k
Lj\�k_`j�kffc�[li`e^�k_\�\Xicp�jkX^\j�f]�pfli��
Zf$[\j`^e�nfib�kf�le[\ijkXe[�k_\�gXk`\ek�
aflie\p�Xe[�k_\`i�gXiXcc\c�\og\i`\eZ\j�f]�
j\im`Z\j%�N`k_�jkXb\_fc[\i�`eglk#�`k�k_\e�
Y\Zfd\j�X�k\dgcXk\�]fi�`[\ek`]p`e^�b\p�j\im`Z\�
kflZ_gf`ekj�Xe[�`dgifm\d\ekj%�

Kffc�*Y

GXk`\ek�aflie\p�
dXgg`e^

CdiZ/�Ndj�l^aa�cZZY�id�dg\Vc^hZ�gZXdgY^c\�bZi]dYh�Veegdeg^ViZ�id�i]Z�VeegdVX]�ndj�jhZ#�6aa�VeegdVX]Zh�gZan�dc�cdiZ"iV`^c\�Wn�dg�dc�WZ]Va[�d[�eVi^Zcih!�hd�i]^h�cZZYh�id�WZ�bVcV\ZY�XVgZ[jaan�Wn�[VX^a^iVidgh#�6jY^d�dg�k^YZd�gZXdgY^c\�bVn�Vahd�WZ�Veegdeg^ViZ#

;\Z`[`e^�pfli�XggifXZ_
There are two main ways of 
developing patient journey maps: 
individual interviews and group 
sessions.

01. 
@ek\im`\n`e^�`e[`m`[lXc�gXk`\ekj�n`k_�k_\`i�]Xd`c`\j&
n_XeXl�Xe[�fk_\i�jlggfik\ij1��
K_\j\�n`cc�^`m\�pfl�k_\�[\\g\jk�le[\ijkXe[`e^�f]�k_\�gXk`\ekËj�
aflie\p�Xe[�\og\i`\eZ\j%�@ek\im`\nj�Xi\�jl`kXYc\�]fi�dfi\��
`e$[\gk_�`dgifm\d\ek�nfib%

02. 
KXcb`e^�kf�gXk`\ekj�n`k_�j`d`cXi�Zfe[`k`fej�fi�j\im`Z\�
\og\i`\eZ\j�`e�^iflgj1��
K_`j�n`cc�^`m\�pfl�k_\�Y\jk�fm\im`\n�f]�k_\�aflie\p#�b\p�
\og\i`\eZ\j�Xe[�b\p�`dgifm\d\ekj%�K_`j�jl`kj�]lcc�Zf$[\j`^e�
gifa\Zkj�n_\i\�gi`fi�nfib�_Xj�Y\\e�[fe\��jlZ_�Xj�`ek\im`\nj��
fi�jlim\pj �fi�n_\i\�k`d\�Xe[�Yl[^\k�Xi\�c`d`k\[%

48
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JkXik�pfli�`ek\im`\n�fi�nfibj_fg�
Yp�\ogcfi`e^�k_\�gXk`\ek�aflie\p�
;f�k_`j�]ifd�k_\�g\ijg\Zk`m\�f]�gXk`\ekj#�k_\`i�
]Xd`c`\j�Xe[�k_\`i�fk_\i�jlggfik\ij��efk`e^�
]Xd`c`\j�Xe[�jlggfik\ij�_Xm\�j`^e`]`ZXek�aflie\pj�
f]�k_\`i�fne %�

<c`Z`k�gXk`\ek�jkfi`\j�XYflk�k_\`i�aflie\p�]ifd�
k_\�Y\^`ee`e^��jlZ_�Xj�n_\e�k_\p�Ôijk�efk\[�
jpdgkfdj �kf�k_\�gi\j\ek�[Xp%�

8jb�gXik`Z`gXekj�kf�[`m`[\�k_\`i�jkfi`\j�`ekf�
g_Xj\j��k_\j\�ZXe�Y\�m`jlXc`j\[�Xj�j\Zk`fej#�
Z_Xgk\ij�fi�jZ\e\j �kf�_\cg�fk_\ij�le[\ijkXe[�
_fn�k_\�aflie\p�Z_Xe^\j%�

9\kn\\e�k_i\\�Xe[�Ôm\�g_Xj\j�`j�ljlXccp�giXZk`ZXc�
]ifd�X�gXk`\ek�g\ijg\Zk`m\�Ylk�lj\�Xj�dXep�Xj�
pfl�e\\[%�

Ni`k\�[fne�k_\�g_Xj\j�fe�X�cXi^\�j_\\k�f]�
YlkZ_\i�gXg\i%�K_`j�`j�befne�Xj�X�aflie\p�j_\\k%

_\j\�g_Xj\j�Xcfe^�X�k`d\c`e\%�
8jb�gXik`Z`gXekj�kf�[\jZi`Y\�
k_\`i�fm\iXcc�\og\i`\eZ\�f]�\XZ_�
g_Xj\�`e�dfi\�[\kX`c�
Pfl�dXp�jkXik�k_`j�Yp�lj`e^�X�jZXc\�]ifd�fe\�kf�
k\e�kf�iXk\�_fn�_`^_�fi�cfn�gXik`Z`gXekj�]\ck�
[li`e^�k_`j�g_Xj\%�Efk\�k_`j�X^X`ejk�\XZ_�g_Xj\�fe�
k_\�j_\\k%�

K_\e�gifdgk�]fi�k_\�]\\c`e^j�Xe[�\dfk`fej�
\og\i`\eZ\[�[li`e^�k_\`i�_`^_j�Xe[�cfnj#�efk`e^�
k_\j\�fe�k_\�j_\\k%��Pfl�ZXe�gi\gXi\�X�j\k�f]�
()�Æ�)+�nfi[j�Zfm\i`e^�X�iXe^\�f]�gfj`k`m\�Xe[�
e\^Xk`m\�]\\c`e^j�Xe[�\dfk`fej�kf�_\cg�k_\d�
n`k_�k_`j�fi�lj\�Plutchik’s Wheel of 
Emotions��gX^\�,( %�Nfib�k_ifl^_�k_\�n_fc\�
aflie\p�k_`j�nXp%

Pfl�ZXe�lj\�k_\�mapping template �gX^\�
,) ��Xe[ improvement opportunities 
template �gX^\�,* �kf�_\cg�pfl%�

8jb�gXik`Z`gXekj�kf�_`^_c`^_k�Xep�
\jg\Z`Xccp�^ff[�Xe[�YX[�j\im`Z\�
\og\i`\eZ\j�`e�\XZ_�g_Xj\
Efk\�k_\�\dg_Xj`j�]Xccj�fe�Yfk_��Xmf`[�Xjb`e^�]fi�
e\^Xk`m\j�fecp %�JlddXi`j\�k_\�\og\i`\eZ\�fe�k_\�
aflie\p�j_\\k�Xe[�i\Zfi[�Xep�[\kX`cj�XYflk�jg\Z`ÔZ�
j\im`Z\�\c\d\ekj�fe�X�j\gXiXk\�j_\\k%�

�

<oXdgc\�f]�gXk`\ek�aflie\p�g_Xj\j1

01

02

03

Hnbeidbh

IZhih

9^V\cdh^h

IgZVibZci

;daadl"je
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8jb�gXik`Z`gXekj�kf�jl^^\jk�k_\�
mXcl\j�Xe[�XZk`fej�k_Xk�c\[�kf�
k_\j\�gfj`k`m\�Xe[�e\^Xk`m\�
\og\i`\eZ\j
<dg_Xj`j\�k_\�e\\[�kf�c\Xie�]ifd�Yfk_�^ff[�
Xe[�YX[�\og\i`\eZ\j%�JlddXi`j\�k_\j\�fe�k_\�
aflie\p�j_\\k�le[\i�Xggifgi`Xk\�g_Xj\j�n`k_�Xep�
[\kX`cj�fe�X�j\gXiXk\�j_\\k%�K_\e�jlddXi`j\�Ê[fËj�
Xe[�[feËkjË�kf�^l`[\�Xep�`dgifm\d\ekj#�[\kX`c`e^�
k_\j\�fe�X�j\gXiXk\�j_\\k�Xj�n\cc%

8jb�]fi�`dgifm\d\ek�`[\Xj�Xe[�
jl^^\jk`fej�
Efk\�k_`j�`eZcl[\j�Xggcp`e^�mXcl\j�Xe[�XZk`fej�
]ifd�k_\�^ff[�\og\i`\eZ\j�Xj�n\cc�Xj�[\m\cfg`e^�
e\n�nXpj�f]�gifm`[`e^�j\im`Z\j�Xe[�d\\k`e^�
[\j`i\[�\og\i`\eZ\j%�8^X`e#�k_\j\�ZXe�Y\�
jlddXi`j\[�fe�k_\�aflie\p�j_\\k�Xe[�[\kX`c\[�
fe�j\gXiXk\�j_\\kj%

I\Õ\Zk`fe
:fe^iXklcXk\�k_\�gXk`\ek�j �fe�k_\�ÊdXgË�f]�
k_\`i�aflie\p�k_ifl^_�k_\�j\im`Z\�Xe[�fe�k_\�
`ej`^_kj�Xe[�fggfikle`k`\j�`k�X]]fi[j%�8jb�k_\d�
kf�i\Õ\Zk�fe�Xepk_`e^�k_\p�j\\�`e�k_\�dXg�fi�
k_Xk�fZZlij�kf�k_\d�Xj�X�i\jlck�f]�Zi\Xk`e^�`k%�8[[�
Xep�fYj\imXk`fej�f]�pfli�fne#�Xjb`e^�]fi�k_\`i�
Zfdd\ekj�fe�k_\j\�Xj�n\cc%

04

05

;\m\cfg�k_\�gXk`\ek�aflie\p�dXg�
KXb\�g_fkfj�f]�k_\�dXgj�Xe[�[\m\cfg�X�dXjk\i�
m\ij`fe�`ek\^iXk`e^�Xcc�k_\�[`]]\i\ek�m\ij`fej�pfl�
_Xm\%�@]�gXk`\ekj�nXek�kf�b\\g�k_\`i�dXgj#�dXb\�
jli\�pfl�_Xm\�Xe�XZZliXk\�i\Zfi[��]fi�\oXdgc\#�
kXb\�X[[`k`feXc�g_fkfj %�

JkXik�pfli�dXjk\i�n`k_�Xe�`eZclj`m\�[iX]k��k_`j�
n`cc�Y\�d\jjp�Xe[�Zfdgc\o �Xe[�k_\e�j`dgc`]p�`k�
lek`c�b\p�`dgifm\d\ekj�Xi\�Zc\Xicp�Zfek\oklXc`j\[�
`e�k_\�aflie\p�g_Xj\j�Xe[�i\cXk\[�\og\i`\eZ\j�
f]�gXk`\ekj%�@]�pfl�ZXe#�ZXiip�flk�k_`j�jk\g�n`k_�
gXk`\ekj%

=`eXccp#�`[\ek`]p�pfli�fi^Xe`jXk`feËj�j\im`Z\�
gXiXd\k\ij��k_\�g_Xj\j�`e�k_\�aflie\p�`k�_Xj�X�
i\jgfej`Y`c`kp�]fi �n`k_`e�k_\�gXk`\ek�aflie\p#�
g\i_Xgj�_`^_c`^_k`e^�Xep�Zi`k`ZXc�`dgifm\d\ekj�
_\i\�`e�gXik`ZlcXi%�DXb\�jli\�pfl�le[\ijkXe[�
k_\j\�g_Xj\j�Zc\Xicp%�=fi�\oXdgc\#�`]�pfli�j\im`Z\�
Zfm\ij�fecp�jfd\�f]�k_\�g_Xj\j�[\jZi`Y\[�Yp�
gXk`\ekj#�pfl�dXp�Zi\Xk\�X�j\gXiXk\�Xe[�dfi\�
jg\Z`ÔZ�[`X^iXd�kf�[\kX`c�gXk`\ek�\og\i`\eZ\j�
n`k_`e�pfli�j\im`Z\%�

Efk\1�k_`j�ÔeXc�[`X^iXd�Zfddfecp�Y\Zfd\j�X�
Z\ekiXc�i\]\i\eZ\�]fi�`dgifm\d\ek�k\Xdj�Xe[�
]lkli\�nfib%�@k�`j�`dgfikXek�kf�dXb\�jli\�`k�`j�
XZZliXk\#�\dfk`feXccp�i`Z_�Xe[�m`jlXccp�j`dgc\%�

JlddXi`j\�pfli�jg\Z`ÔZ�
`dgifm\d\ek�fggfikle`k`\j
K_`j�`j�lj\]lc�n_\e�nfib`e^�n`k_�fk_\i�kffcj#�
jlZ_�Xj service touchpoints and�
hotspots �gX^\�// �Xe[�SWIFT ideas 
�gX^\�0) %

06

07

08
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JfliZ\1�N`b`g\[`X�:fddfej�
>iXg_`Z�8lk_fi�@mXe�8b`iX

GclkZ_`bËj�N_\\c�f]�<dfk`fej

5151
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<og\i`\eZ\j�
��JZXc\�
��Nfi[j�
��?`^_c`^_k\[

G_Xj\�O G_Xj\�O G_Xj\�O G_Xj\�O G_Xj\�O

MXcl\j�Xe[��
8Zk`fej
;fËj�Xe[��
;feËkj

@[\Xj�Xe[�
Jl^^\jk`fej

Aflie\p�=fZlj

Kffc�k\dgcXk\�*Y(

Mapping template 
;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc*Y(%g[]

5252
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<og\i`\eZ\j�f]�^ff[��
Xe[�YX[�j\im`Z\

EVi^Zci�ZmeZg^ZcXZh

@dgifm\d\ek�Zi`k\i`X

HZgk^XZ�Xg^iZg^V�[dg�
^begdkZbZcih

Fggfikle`k`\j��
kf�`dgifm\

@Zn�deedgijc^i^Zh�[dg�
VXijVa�^begdkZbZcih

Kffc�k\dgcXk\�*Y)

Improvement opportunities template 

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc*Y)%g[]

5353
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Example 

9i\Xjk�J\im`Z\#��
gXk`\ek�aflie\p�dXg
The Breast Service at 
Waitemata DHB explored 
patient journeys through a 
patient mapping workshop. 

K_\�gXk`\ek�aflie\p�dXg�`j�X�jlddXip�f]�k_\�i\jlckj%

9i\Xjk�J\im`Z\

;fnecfX[�X�gi`ekXYc\�m\ij`fe�f]�k_`j�`dX^\1

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&gadXg%g[]

54
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È?\Xi`e^�XYflk�k_\�
gXk`\ekjË�\og\i`\eZ\j�
_\cg\[�k_\�j\im`Z\�
`dgc\d\ek�jdXcc�Z_Xe^\j�
k_Xk�_Xm\�dX[\�X�Y`^�
[`]]\i\eZ\%É�- Nurse specialist.

55
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N_p�lj\�`k
@k�`j�X�j`dgc\#�\Xjp$kf$Zfdgc\k\�jlim\p�k_Xk�ZXe�hl`Zbcp�
^`m\�pfl�Xe�le[\ijkXe[`e^�f]�n_`Z_�gXikj�f]�k_\�aflie\p�
Xi\�dfjk�gifYc\dXk`Z�]fi�gXk`\ekj�Xe[�n_Xk�Z_Xe^\j�ZXe�
Y\�dX[\�kf�`dgifm\�`k%

N_\e�kf�lj\�`k
<og\i`\eZ\$YXj\[�jlim\pj�ZXe�Y\�lj\[�\Xicp�fe�`e�j\im`Z\�
`dgifm\d\ek�nfib�kf�le[\ijkXe[�\og\i`\eZ\j#�`[\ek`]p�
Xi\Xj�]fi�`dgifm\d\ek�Xe[�\jkXYc`j_�YXj\c`e\�d\Xjli\j%�
K_\p�ZXe�Xcjf�Y\�lj\[�X^X`e�X]k\i�Z_Xe^\j�_Xm\�Y\\e�
`dgc\d\ek\[�Xj�X�nXp�f]�hlXek`]p`e^�k_\�`dgXZk�f]�k_\j\�
fe�gXk`\ekjË�\og\i`\eZ\j%

Kffc�*Z

<og\i`\eZ\$YXj\[�
jlim\pj
Experience-based surveys are 
simple surveys to find out how 
patients experience a specific part 
of the hospital healthcare journey 
and allow patients to come up with 
specific suggestions for improving 
their experiences.
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:_ffj\�X�Zc`e`Z�fi�j\im`Z\��
kf�jlim\p
9i\Xb�[fne�k_\�gXk`\ek�aflie\p�`ekf�XYflk�
Ôm\�fi�j`o�kpg`ZXc�jk\gj�fi�jkX^\j�k_Xk�X�
gXk`\ek�n`cc�^f�k_ifl^_%�DXb\�jli\�pfl�lj\�
efe$k\Z_e`ZXc�cXe^lX^\�k_Xk�`j�\Xjp�]fi�
gXk`\ekj�kf�le[\ijkXe[%

=fi�\oXdgc\#�X�kpg`ZXc�m`j`k�kf�X�Zc`e`Z�dXp�
`emfcm\�k_\�]fccfn`e^�jk\gj1

8ii`m`e^&Z_\Zb`e^�`e�$�NX`k`e^��$�:c`e`Z�
Xggf`ekd\ek�$�@e]fidXk`fe�$�C\Xm`e^

8^i\\�fe�k_\�[\kX`cj�f]�
le[\ikXb`e^�k_\�jlim\p#�
`eZcl[`e^1
�	?fn�cfe^�X�Zc`e`Z�n`cc�Y\�jlim\p\[�]fi��

�X�n\\b#�X�]fike`^_k#�X�dfek_ %�J\\�k`gj%

�	N_f�n`cc�^`m\�flk�k_\�jlim\p�]fidj��
�jkX]]�Xk�i\Z\gk`fe#�elij\j %

�	N_f�n`cc�Zfcc\Zk�k_\�Zfdgc\k\[�]fidj%

�	N_f�n`cc�Y\�i\jgfej`Yc\�]fi�Zfdg`c`e^��
k_\�i\jlckj%�

�	N_\k_\i�X�jlddXip�f]�k_\�i\jlckj�n`cc��
Y\�j\ek�kf�gXk`\ekj��Xe[�n_f�n`cc�[f�k_`j %

�	N_f�`j�i\jgfej`Yc\�]fi�`dgc\d\ek`e^�k_\�
i\Zfdd\e[Xk`fej%

;\m\cfg�k_\�jlim\p�lj`e^�
k_\�experience-based survey 

template��gX^\�,/ �fi�pfli�
fne�[\j`^e

Gi\gXi\�]fi�k_\�jlim\p
�	9i`\]�Xcc�jkX]]�`emfcm\[�XYflk�k_\�jlim\p%�

�	>\k�jlim\pj�gi`ek\[�Xe[�X[[i\jj�gi\$gX`[�
gfjk�\em\cfg\j%

�	Gi`ek�`e]fidXk`fe�gfjk\ij�XYflk�k_\�jlim\p�
Xe[�glk�lg�fe�Zc`e`Z�nXccj%

�	J\k�lg�jlim\p�Yfo\j��]fi�g\fgc\�n_f�nXek�
kf�Zfdgc\k\�k_\�jlim\p�Xe[�_Xe[�`k�`e�
`dd\[`Xk\cp %

:fe[lZk�k_\�jlim\p
�
8eXcpj\�Xe[�gi\j\ek�k_\�[XkX

01

02

04

03

05

06

I^eh�
I]Z�YjgVi^dc�d[�ndjg�hjgkZn��VcY�ndjg�hVbeaZ�h^oZ���
h]djaY�WZ�adc\�Zcdj\]��VcY�aVg\Z�Zcdj\]��id�XdkZg�
Vh�bjX]�kVg^Vi^dc�WZilZZc�eVi^Zcih�Vh�edhh^WaZ#�

I]^c\h�id�Xdch^YZg�b^\]i�WZ/
��i]Z�cjbWZg�d[�eVi^Zcih�dkZg�V�\^kZc�YjgVi^dc

��\V^c^c\�i]Z�WZhi�gZegZhZciVi^dc�d[�V�kVg^Zin�d[�eVi^Zcih
��Vkd^Y^c\�Vine^XVa�i^bZh�hjX]�Vh�ejWa^X�]da^YVnh
��\V^c^c\�ZmeZgi�VYk^XZ�dc�hiVi^hi^XVa�gdWjhicZhh#
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Kffc�*Z

Experience-based survey template
K_\�]fccfn`e^�k\dgcXk\�`j�X[Xgk\[�]ifd�k_\�E?J�@ejk`klk\�]fi�@eefmXk`fe�Xe[�
@dgifm\d\ek�\og\i`\eZ\�jlim\p%�

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc*Z%g[]

=dl�Yd�ndj�[ZZa4
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Example 

Pfli�9i\Xjk�:c`e`Z�
\og\i`\eZ\�
The Breast Service at Waitemata 
DHB wanted to understand the 
experiences of patients who 
visited the breast clinic, what 
they felt during each stage 
of their journey and what 
improvements could be made.
K_\p�`[\ek`Ô\[�k_\�j`o�Zfddfe�jk\gj�k_Xk�
gXk`\ekj�n\ek�k_fl^_1�Xii`m`e^&Z_\Zb`e^�`e#�
nX`k`e^#�Y`fgjp#�Zc`e`Z�Xggf`ekd\ek#�`e]fidXk`fe�
Xe[�c\Xm`e^%

K_\�j\im`Z\�[\m\cfg\[�X�jlim\p�k\dgcXk\�YXj\[�fe�
k_\�E?J�@ejk`klk\�]fi�@eefmXk`fe�Xe[�@dgifm\d\ek�
\og\i`\eZ\�hl\jk`feeX`i\%�8cc�gXk`\ekj�n_f�m`j`k\[�k_\�
j\im`Z\�fm\i�k_\�g\i`f[�f]�fe\�dfek_�n\i\�`em`k\[�kf�
Zfdgc\k\�X�jlim\p%

Dfi\�k_Xe�(/'�jlim\pj�n\i\�Zfdgc\k\[�Yp�gXk`\ekj�n_f�
Xkk\e[\[�Yi\Xjk�fi�dXddf^iXg_p�Zc`e`Zj%��N_`c\�dfjk�
gXk`\ekj�n\i\�gfj`k`m\�XYflk�k_\`i�\og\i`\eZ\j#�dXep�
jl^^\jk`fej�n\i\�dX[\�Xj�kf�_fn�k_\�j\im`Z\�Zflc[�
Y\�`dgifm\[%�K_\j\�i\cXk\[�kf�ni`kk\e�`e]fidXk`fe#�
nX`k`e^�iffd�]XZ`c`k`\j#�Zfddle`ZXk`fe#�Xe[�jpjk\dj�Xe[�
gifZ\[li\j%�

I^eh�
BV`Z�hjgZ�eVi^Zcih�]VkZ�i]Z�dei^dc�d[�Z^i]Zg�
XdbeaZi^c\�hjgkZnh�l]Zc�i]Zn�ViiZcY�i]Z�

Veed^cibZci�VcY�ejii^c\�i]Zb�^c�V�hjgkZn�Wdm�dg�
XdbeaZi^c\�i]Z�hjgkZnh�aViZg�VcY�edhi^c\�i]Zb�^c#�
Ndj�l^aa�egdWVWan�ÒcY�i]Vi�bdhi�eZdeaZ�l^aa�XdbeaZiZ�
i]Z�hjgkZnh�higV^\]i�V[iZg�i]Z^g�Veed^cibZci�VcY�
i]Vi�i]Z�cjbWZg�d[�hjgkZnh�edhiZY�^h�fj^iZ�adl#�

:bein�hjgkZn�WdmZh�YV^an#
;^aa�^c�YViV�XdaaZXi^dc�hegZVYh]ZZih�gZ\jaVgan�gVi]Zg�
i]Vc�aZVk^c\�i]^h�id�i]Z�ZcY�d[�i]Z�hjgkZn�eZg^dY#

9dcÉi�WZ�Y^hVeed^ciZY�^[�i]Z�bV_dg^in�d[�
hjgkZn�gZhedcYZcih� _jhi�i^X`�i]Z�WdmZh�VcY�
Yd�cdi�VYY�^c�Vcn�lg^iiZc�XdbbZcih#��

=VkZ�V�YZaZ\ViZY�XdciVXi�eZghdc�[dg�eVi^Zcih�
id�XdciVXi�^[�i]Zn�l^h]�id�iVa`�VWdji�i]Z�
hjgkZn�dg�egdk^YZ�bdgZ�YZiV^aZY�XdbbZcih�
VWdji�i]Z�hZgk^XZ�i]Zn�]VkZ�gZXZ^kZY#
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N_p�lj\�`k
K_\�gligfj\�f]�gXk`\ek�jkfi`\j�`j�kf�\ogcfi\�Xe[�le[\ijkXe[�
gXk`\ek�\og\i`\eZ\j�f]�k_\`i�Zfe[`k`fe�Xe[�f]�_\Xck_�j\im`Z\j�
fm\i�k`d\%�GXk`\ek�jkfi`\j�ZXe�_\cg�fk_\i�gXk`\ekj�dXb\�
j\ej\�f]�k_\`i�\og\i`\eZ\j�Xe[�_\cg�j\im`Z\j�le[\ijkXe[�
_fn�k_\j\�d`^_k�Y\�`dgifm\[%�

Fe\�fi�dfi\�jkfi`\j�ZXe�Y\�lj\[�Xj�i\]\i\eZ\�ZXj\�jkl[`\j�
fi�\mfcm\[�`ekf patient journey mapping��gX^\�
+/ �fi�scenarios and personas��gX^\�./ �kf�_\cg�
^l`[\�pfli�`dgifm\d\ek�nfib%�

N_\e�kf�lj\�`k
GXk`\ek�jkfi`\j�Xi\�Y\jk�^Xk_\i\[�\Xicp�fe�`e�pfli�Zf$[\j`^e�
nfib�kf�_\cg�pfl�`[\ek`]p�Xe[�[\m\cfg�`dgifm\d\ekj%�
K_\p�ZXe�Xcjf�Y\�lj\]lc�n_\e�pfl�Xi\�[\j`^e`e^�Z_Xe^\j�
�jlZ_�Xj�[li`e^�prototyping��0/ �Xe[�dfe`kfi`e^�k_\�
\]]\Zkj�f]�`dgifm\d\ekj��jlZ_�Xj�n`k_�k_\ the biggest 
difference�kffc�RgX^\�('+T� %

Kffc�*[

GXk`\ek�jkfi`\j
Patient stories are an 
opportunity for patients to 
talk about their experiences, 
either individually or in a 
group setting.
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�� GXk`\ek�jkfi`\j�ZXe�Y\�XeXcpj\[�`e�X�eldY\i�f]�nXpj#�
[\g\e[`e^�fe�k_\�jZfg\�f]�pfli�gifa\Zk�Xe[�pfli�fne�
XggifXZ_�kf�j\im`Z\�`dgifm\d\ek1

ß� K_\�jkilZkli\�f]�k_\�jkfip�Æ�kpg`ZXccp�k_\�jkfip�`j�
fi^Xe`j\[�Xifle[�k_\�g_Xj\j�f]�k_\`i�Zfe[`k`fe�
Xe[&fi�k_\�j\im`Z\�jk\gj�k_\p�n\ek�k_ifl^_#�n`k_�
\dfk`feXc�_`^_j�Xe[�cfnj�`ek\infm\e�n`k_�k_\j\

ß� K_\�Zfek\ek�f]�k_\�jkfip�Æ�jlZ_�Xj�k_\�\og\i`\eZ\j�
k_\p�n\ek�k_ifl^_#�n`k_�Xkk\ek`fe�kf�k_\�eXkli\�Xe[�
`ek\ej`kp�f]�[`]]\i\ek�\og\i`\eZ\j�fm\i�k`d\

ß� K_\�cXe^lX^\�gXk`\ekj�lj\�Æ�jlZ_�Xj�k_\�`[\Xj�k_\p�
lj\�kf�dXb\�j\ej\�f]�k_\`i�\og\i`\eZ\j�Xe[�k_\`i�
fne�i\jgfej\j

ß� K_\�j\im`Z\�\c\d\ekj�fi�`eZ`[\ekj�k_Xk�_X[�X�
gXik`ZlcXi�`dgXZk�Æ�k_\j\�dXp�Y\�Zfddle`ZXk`fej#�
Xkk`kl[\j#�Y\_Xm`flij�Xe[&fi�g\fgc\%

K_\�jk\gj�fm\ic\X]�ZXe�Y\�lj\[�`e�Yfk_�`e[`m`[lXc�
`ek\im`\nj�Xe[�^iflg�[`jZljj`fej%

I^eh�
:kZc�V�h^c\aZ�eVi^Zci�hidgn�VWdji�V�cZ\Vi^kZ�
ZmeZg^ZcXZ�XVc�WZ�jhZ[ja�^c�YZkZade^c\�

^begdkZbZcih#�L]Vi�bViiZgh�^h�i]Vi�i]Z�XVjhZ�d[�
i]Z�ZmeZg^ZcXZ�^h�ZmeadgZY�VcY�i]Z�X]VcXZh�d[�V�
gZeZVi�ZmeZg^ZcXZ�gZYjXZY#�HeZX^ÒX�VheZXih�d[�
hidg^Zh��hjX]�Vh�Xg^i^XVa�ZkZcih�VcY�[ZZa^c\h��XVc�
Vahd�WZ�fjVci^ÒZY�jh^c\�ZmeZg^ZcXZ"WVhZY�hjgkZnh#

;\Z`[`e^�pfli�
XggifXZ_
There are two main ways of 
getting patient stories:  
individual interviews and  
group sessions.

01. 
@ek\im`\n`e^�`e[`m`[lXc�gXk`\ekj�n`k_�k_\`i��
]Xd`c`\j&n_XeXl�Xe[�fk_\i�jlggfik\ij1�
JlZ_�`ek\im`\nj�gifm`[\�Zfej`[\iXYc\�[\kX`c�XYflk�k_\�
gXk`\ek�\og\i`\eZ\�f]�Yfk_�k_\`i�Zfe[`k`fe�Xe[�k_\�j\im`Z\%�
K_\p�Xi\�lj\]lc�]fi�\ogcfi`e^�jlYkc\�elXeZ\j#�k_fl^_�
`[\ek`]p`e^�k_\j\�ZXe�[\g\e[�fe�X�i\j\XiZ_\iËj�]Xd`c`Xi`kp�
n`k_�^\e\iXc�fi�\og\Zk\[�\og\i`\eZ\j%

02. 
KXcb`e^�kf�gXk`\ekj��n`k_�j`d`cXi�Zfe[`k`fej��
fi�j\im`Z\�\og\i`\eZ\j �`e�^iflgj1
�� GXk`\ekj�kpg`ZXccp�_Xm\�]\n�fggfikle`k`\j�kf�Êj_Xi\�

Xe[�ZfdgXi\Ë�\og\i`\eZ\j�n`k_�fk_\i�gXk`\ekj�`e�Xep�
[\kX`c#�jf�^iflg�[`jZljj`fej�ZXe�_\cg�\ogcfi\�Zfddfe�
\og\i`\eZ\j%�>iflg�[`jZljj`fej�Xi\�Xcjf�lj\]lc�]fi�
YiX`ejkfid`e^�`dgifm\d\ekj�k_Xk�ZXe�dXb\�X�Y`^�
[`]]\i\eZ\�kf�gXk`\ek�\og\i`\eZ\j%

61

TOOLKIT_FINAL_FILE.indd   61 10/7/10   2:39:21 PM



DXb\�jli\�gXk`\ekj�Xi\�
g_pj`ZXccp�Zfd]fikXYc\��
Xe[�Xk�\Xj\
=fi�`ek\im`\nj#�`k�f]k\e�_\cgj�kf�Zfe[lZk�j\jj`fej�
`e�gXk`\ekjË�_fd\j�n_\i\�k_\p�ZXe�]\\c�]i\\�kf�Y\�
k_\dj\cm\j�Xe[�\ogi\jj�k_\`i�\og\i`\eZ\j�]lccp%�

9\�gi\gXi\[�]fi�dfd\ekj�f]�[\\g�\dfk`fe�
]fi�gXk`\ekj�Xj�k_\p�k\cc�k_\�jkfip�Xe[�i\$c`m\�
gXik`ZlcXi�dfd\ekj#�fi�[`jZfm\i�k_`e^j�k_\p�_X[�
efk�efk`Z\[�gi\m`fljcp#�fi�i\$\og\i`\eZ\�]\\c`e^j�
k_\p�k_fl^_k�n\i\�gXjk%�@k�ZXe�Y\�`dgfikXek�kf�
_Xm\�]Xd`cp�Xe[�]i`\e[j�Xj�gXik�f]�k_\�`ek\im`\n�
kf�gifm`[\�jlggfik#�Xj�n\cc�Xj�i\X[p�XZZ\jj�kf�
]fidXc�jlggfik�j\im`Z\j%�9\�gi\gXi\[�]fi�gXk`\ekj�
n_f�Xi\�\dfk`feXccp�m\ip�jkife^�Xj�n\cc�Æ�dfjk�
^ifn�`e�jfd\�nXp�k_ifl^_�k_\`i�\og\i`\eZ\j%�

8j�X�i\j\XiZ_\i#�`k�`j�Xcjf�`dgfikXek�kf�Y\�
gi\gXi\[�]fi�`ek\ej\�\dfk`fej#�Xe[�kf�Y\�XYc\�
kf�Xik`ZlcXk\�k_\j\�`e�]lcc�\dgXk_\k`Z�jlggfik�
f]�k_\�gXk`\ek%�@k�`j�Zfddfe�kf�i\ZXcc�fe\Ëj�fne�
\og\i`\eZ\j�Xj�n\cc#�Xe[�`k�`j�`dgfikXek�kf�_fc[�
k_\j\�ZXi\]lccp�[li`e^�k_\�`ek\im`\n%�8�ZXcd#�
hl`\k#�[\\gcp�\dgXk_\k`Z�dXee\i�`j�Zfdgc\k\cp�
Xggifgi`Xk\%

;feËk�j\k�X�k`d\�c`d`k�fe�k_\�jkfip%�>`m\�gXk`\ekj�
k_\�k`d\�kf�k\cc�k_`e^j�k_\`i�nXp%

9i`\Õp�\ogcX`e�k_\��
gligfj\�Xe[�]fidXk�f]��
k_\�`ek\im`\n&[`jZljj`fe
9\]fi\�pfl�Y\^`e1��
DXb\�jli\�gXk`\ekj�le[\ijkXe[�Xe[�_Xm\�^`m\e�
k_\`i�Zfej\ek�kf�gXik`Z`gXk\%�

<dg_Xj`j\�k_Xk�k_\�j\jj`fe�`j�lejkilZkli\[�Xe[�
[\j`^e\[�kf�^`m\�k_\d�]i\\�i\`^e�kf�kXcb�XYflk�
k_\`i�\og\i`\eZ\j%�

K_\i\�Xi\�ljlXccp�k_i\\�[`]]\i\ek�Xjg\Zkj�kf�
X�jkfipk\cc`e^�j\jj`fe1

�� GXk`\ekj�k\cc`e^�k_\`i�jkfip�Xe[�kXcb`e^�XYflk�
k_\`i�\og\i`\eZ\j%

�� GXk`\ekj�i\Õ\Zk`e^�fe�n_Xk�k_\`i�
\og\i`\eZ\j�d\Xek�]fi�k_\d%

�� GXk`\ekj�i\Õ\Zk`e^�fe�n_Xk�k_\`i�
\og\i`\eZ\j�jl^^\jk�XYflk�j\im`Z\j�Xe[�_fn�
k_\p�ZXe�Y\�`dgifm\[%

K_\j\�Xi\�kpg`ZXccp�`ek\ikn`e\[�`e�k_\�k\cc`e^#�
Xe[�`k�`j�Y\kk\i�kf�c\k�g\fgc\�dXeX^\�k_\�
j\jj`fe�`e�k_\`i�fne�nXp%

0201
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<eZfliX^\�gXk`\ekj�kf�k\cc�
k_\`i�fne�jkfi`\j�fe�k_\`i�fne�
k\idj�Xe[�Xk�k_\`i�fne�gXZ\
JkXik�Yp�Xjb`e^�fg\e$\e[\[�hl\jk`fej�jlZ_�Xj�
È_fn�[`[�k_`e^j�jkXik�]fi�pfl6É�fi�Èn_\e�[`[�
pfl�Ôijk�efk`Z\�Xepk_`e^�leljlXc6É�

:fek`el\�kf�lj\�fg\e$\e[\[�hl\jk`fej�jlZ_�
Xj�Èn_Xk�_Xgg\e\[�e\ok6É�Xe[�Èn_Xk�nXj�
^f`e^�fe�]fi�pfl�Xk�k_Xk�k`d\6É�lek`c�k_\p�_Xm\�
i\XZ_\[�k_\�\e[�f]�k_\`i�jkfip%�

@e�^iflg�[`jZljj`fej#�`k�ZXe�Y\�lj\]lc�kf�Xjb�
g\fgc\�kf�k\cc�k_\`i�jkfi`\j�`e�^iflgj�f]�knf�
fi�k_i\\�kf�[\m\cfg�j_Xi\[�jkfi`\j%�K_\p�dXp�
k_\e�jlddXi`j\�Xe[�ni`k\�k_\j\�[fne�Xj�k_i\\�
kf�Ôm\�ÊZ_Xgk\ijË��[\jZi`Y`e^�k_\�dXafi�g_Xj\j �
n`k_�b\p�\og\i`\eZ\j�jlddXi`j\[�le[\i�\XZ_%

�
@em`k\�gXk`\ekj�kf�i\Õ\Zk�fe�
k_\`i�fne�\og\i`\eZ\j
JkXik�Yp�Xjb`e^�fg\e$\e[\[�^\e\iXc�
hl\jk`fej�jlZ_�Xj�Èfm\iXcc#�n_Xk�[f�
pfl�dXb\�f]�pfli�\og\i`\eZ\j6É�Y\]fi\�
dfm`e^�`ekf�jg\Z`ÔZ�\oXdgc\j%�

:fek`el\�kf�lj\�fg\e$\e[\[�hl\jk`fej�jlZ_�
Xj�Èn_Xk�jg\Z`ÔZ�\og\i`\eZ\j�jkXe[�flk�]fi�
pfl�Xj�gXik`ZlcXicp�^ff[�fi�YX[6É#�Èn_Xk�[`[�
pfl�dXb\�f]�O�\og\i`\eZ\6É#�È_fn�[`[�pfl�
[\Xc�n`k_�O�\og\i`\eZ\6É�Xe[�Èn_Xk�[`[�O�
\og\i`\eZ\�jl^^\jk�kf�pfl�XYflk�k_\�j\im`Z\6É�
lek`c�k_\p�_Xm\�i\Õ\Zk\[�Xj�dlZ_�Xj�k_\p�nXek%�

GXk`\ekj�dXp�_Xm\�i\Õ\Zk\[�fe�k_\`i�\og\i`\eZ\j�
Xci\X[p#�jf�\eZfliX^\�X�[\\g\i�\ogcfiXk`fe�n_`c\�
Xmf`[`e^�i\g\k`k`fe�Xk�k_`j�k`d\%�

Fe\�nXp�kf�\eZfliX^\�[\\g\i�i\Õ\Zk`fe�`j�kf�f]]\i�
Zfdd\ekj�fk_\i�gXk`\ekj�_Xm\�dX[\�Xe[�`em`k\�
[`jZljj`fe�]ifd�k_\`i�fne�\og\i`\eZ\%

9\�kiXejgXi\ek�n_\e�[f`e^�k_`j�kf�Xmf`[�d`jc\X[`e^�
gXk`\ekj�n_f�d`^_k�Xjjld\�k_\j\�Xi\�pfli�fne�fi�
pfli�fi^Xe`jXk`feËj%

@e�^iflg�[`jZljj`fej#�`k�ZXe�Y\�lj\]lc�kf�jlddXi`j\�
k_\`i�i\Õ\Zk`fej�fe�jg\Z`ÔZ�\og\i`\eZ\j�le[\i�k_\�
i\c\mXek�g_Xj\j%

@em`k\�gXk`\ekj�kf�jl^^\jk�
`dgifm\d\ekj
=fZlj�fe�k_`e^j�k_Xk�nflc[�_Xm\�dX[\�Xcc�
k_\�[`]]\i\eZ\�kf�gXk`\ekjË�fne�jg\Z`ÔZ�
\og\i`\eZ\j%�JkXik�n`k_�Xe�fg\e�hl\jk`fe#�jlZ_�
Xj#�Èn_Xk�Zflc[�_Xm\�Y\\e�[`]]\i\ek�]fi�pfl6É�
fi�Èn_Xk�Z_Xe^\j�`e�j\imZ`\�nflc[�dXb\�X�
[`]]\i\eZ\�]fi�pfl6É

I\d`e[�gXk`\ekj�f]�Xep�`[\Xj�k_\p�_Xm\�Xci\X[p�
d\ek`fe\[%�

@eZcl[\�Xep�`[\Xj�pfl�nXek�kf�Z_\Zb�Xk�k_`j�jkX^\%

N_\e�k_\�`[\Xj�_Xm\�Xcc�Y\\e�Zfm\i\[�jlddXi`j\�Yp�
Xjb`e^#�È`]�Xcc�k_\j\�k_`e^j�n\i\�[fe\�n_Xk�[`]]\i\eZ\�
nflc[�k_Xk�_Xm\�dX[\�]fi�pfl6É%

03

04

05
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GXiXg_iXj\�gXk`\ek�
\og\i`\eZ\j#�k_\`i�i\Õ\Zk`fej�
Xe[�k_\`i�jl^^\jk`fej
:_\Zb�pfl�_Xm\�le[\ijkff[�Zfii\Zkcp�Xe[�
k_Xk�pfl�Xi\eËk�d`jj`e^�Xepk_`e^�flk%�@em`k\�
k_\d�kf�Zfdd\ek�fe#�fi�X[[�Xepk_`e^#�kf�
n_Xk�pfl�_Xm\�gXiXg_iXj\[%

Example 

:fcfi\ZkXc�ZXeZ\i�
gXk`\ek�jkfi`\j
The Colorectal Service at 
Waitemata DHB conducted 
patient story interviews with 
10 diverse (by age, gender, 
ethnicity and condition) 
patients of the service. 
@ek\im`\nj�iXe^\[�]ifd�XYflk�+'�d`elk\j�kf�knf�
_flij%�K_\j\�n\i\�Zfe[lZk\[�Xk�X�k`d\�Xe[�gcXZ\�
k_Xk�jl`k\[�k_\�gXk`\ekj��dfjkcp�`e�k_\`i�_fd\j �Xe[�
knf�`ek\im`\n\ij��X�i\j\XiZ_\i�Xe[�X�gifa\Zk�k\Xd�
d\dY\i �Xkk\e[\[�k_\�`ek\im`\nj%�

K_\�`ek\im`\nj�`[\ek`Ô\[�X�iXe^\�f]�`jjl\j�Xe[�
`dgifm\d\ekj#�Ylk�dfjk�f]�Xcc�k_\p�_`^_c`^_k\[�k_\�
`dgfikXeZ\�f]�jgfb\e�Xe[�ni`kk\e�Zfddle`ZXk`fe�
n`k_�gXk`\ekj%�8�]fccfn$lg�jlim\p�f]�gXk`\ekj��YXj\[�
fe�X�j_fik\e\[�m\ij`fe�f]�k_\�E?J�j\im`Z\�hlXc`kp�
jlim\p �_\cg\[�hlXek`]p�k_\�j`q\�f]�k_\j\�`jjl\j�Xe[�
j\k�kXi^\kj�]fi�jlYj\hl\ek�`dgifm\d\ek�XZk`m`k`\j%

06 07 >`m\�X�j`dgc\#�ZfeZ`j\�flkc`e\�f]�
k_\�e\ok�]\n�jk\gj�`e�k_\�gifa\Zk
@eZcl[`e^�n_\e�Xe[�_fn�Xep�`dgifm\d\ekj�n`cc�Y\�dX[\%

GXk`\ekj�n`cc�nXek�kf�befn�k_\p�Xi\�dXb`e^�X�kXe^`Yc\�
[`]]\i\eZ\�kf�j\im`Z\�hlXc`kp�Xe[�kf�k_\�\og\i`\eZ\j�
f]�]lkli\�gXk`\ekj%�Pfl�dXp�Xcjf�e\\[�kf�j_Xi\�
ZfekXZk�[\kX`cj�jf�pfl�ZXe�i\m`\n�Xep�[\kX`cj�f]�k_\`i�
\og\i`\eZ\�Xe[&fi�gifm`[\�gXk`\ekj�n`k_�X�jlddXip�
f]�k_\�i\j\XiZ_#�Xe[�jf�k_\p�ZXe�]fccfn$lg�n`k_�pfl�
Xk�Xep�k`d\%I^eh

��BV`Z�hjgZ�i]Z�hZhh^dc�^h�[dXjhZY�dc�eVi^Zcih�
VcY�i]Z^g�ZmeZg^ZcXZh#�B^c^b^hZ�Vcn�cZZY�id�
Vh`�higjXijgZY�fjZhi^dch�VcY�id�XdkZg�ide^Xh�

d[�a^iiaZ�dg�cd�gZaZkVcXZ�id�i]Zb#
��EVi^Zcih�bVn�d[iZc�]daY�kVajZh�i]Vi�VgZ�cdi�gZaZkVci�id�
i]Z^g�hZgk^XZ�ZmeZg^ZcXZh!�Wji�gZheZXi�i]Z^g�k^Zlh�

cdcZi]ZaZhh#�9dcÉi�YZWViZ�i]Z�XdggZXicZhh�d[�i]Z^g�k^Zlh�
^c�Vcn�lVn#�>[�i]Z�eVi^Zci�]Vh�ZmigZbZ�k^Zlh�d[�i]Z�

hZgk^XZ!�VXXZei�i]ZhZ#�>[�i]Z�eVi^ZciÉh�ZmeZg^ZcXZ�^cXajYZh�
V�h^\c^ÒXVci�b^hjcYZghiVcY^c\!�XVgZ[jaan�hj\\Zhi�i]^h�VcY�
ZmeadgZ�l]Vi�Y^[[ZgZcXZ�i]^h�^c[dgbVi^dc�bV`Z�[dg�i]Zb#
��BV`Z�Vc�d[[Zg�id�egdk^YZ�bdgZ�VXXjgViZ�^c[dgbVi^dc#�>[�
i]Z�eVi^Zci�^h�VWjh^kZ�d[�hZgk^XZ�hiV[[�^c�Vcn�lVn!�ign�
id�jcYZghiVcY�i]Z�XVjhZ��hjX]�Vh�i]Z�heZX^ÒX�WZ]Vk^djg��
l^i]dji�V\gZZ^c\�dg�Y^hV\gZZ^c\�l^i]�i]Z^g�k^Zl#

��>[�eVi^Zci�ZmeZg^ZcXZh�^cXajYZ�Vcn�ZmVbeaZh�d[�jcZi]^XVa�
hZgk^XZ�dg�hiV[[�WZ]Vk^djg!�dg�jcgZhdakZY�egdWaZbh!�
XVgZ[jaan�ed^ci�i]^h�dji��i]Zn�bVn�cdi�gZVa^hZ�i]^h��
VcY�d[[Zg�id�]Zae�i]Z�eVi^Zci�VYYgZhh�i]ZhZ#�7Z�
egdVXi^kZ�VcY�YdcÉi�jhZ�i]Z�gZhZVgX]�Vh�V�WVgg^Zg�
id�^begdk^c\�eVi^Zci�djiXdbZh#�BV`Z�hjgZ�ndj�
[jaÒa�Vcn�Xdbb^ibZcih�id�VXi�dc�i]Z^g�WZ]Va[#
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Kffc�*[

Story guide for interviews

1 3

BV`Z�hjgZ�eVi^Zcih�VgZ�
Xdb[dgiVWaZ�VcY�Vi�ZVhZ#

:meaV^c�i]Z�ejgedhZ�VcY�[dgbVi�d[�
i]Z�^ciZgk^Zl#�BV`Z�hjgZ�eVi^Zcih�
jcYZghiVcY�VcY�\^kZ�XdchZci#

4 5 6

I]Z�(�ZaZbZcih�d[�Vc�^ciZgk^Zl�VgZ/
&#�EVi^Zcih�iZaa^c\�i]Z^g�hidgn
'#�EVi^Zcih�gZÓZXi^c\�dc�l]Vi�i]Z^g��
ZmeZg^ZcXZh�bZVc�[dg�i]Zb
(#�EVi^Zcih�gZÓZXi^c\�dc�l]Vi�i]Z^g��
ZmeZg^ZcXZh�bZVc�[dg�i]Z�hZgk^XZ#

:cXdjgV\Z�eVi^Zcih�id�iZaa��
i]Z^g�dlc�hidgn�^c�i]Z^g��

dlc�lVn!�dc�i]Z^g�dlc�iZgbh��
VcY�Vi�i]Z^g�dlc�eVXZ#

HiVgi�l^i]�deZc"ZcYZY�fjZhi^dch�
hjX]�Vh�Æ]dl�Y^Y�i]^c\h�hiVgi�
[dg�ndj4Ç�dg�Æl]Zc�Y^Y�ndj�Òghi�
cdi^XZ�hdbZi]^c\�jcjhjVa4Ç

>ck^iZ�eVi^Zcih�id�gZÓZXi��
dc�i]Z^g�dlc�ZmeZg^ZcXZh#

>ck^iZ�eVi^Zcih�id�hj\\Zhi�
^begdkZbZcih#�;dXjh�dc�i]^c\h�
i]Vi�ldjaY�]VkZ�bVYZ�Vaa�i]Z�
Y^[[ZgZcXZ�[dg�i]Z�eVi^ZcihÉ�dlc�

heZX^ÒX�ZmeZg^ZcXZh#

EVgVe]gVhZ�eVi^Zci�ZmeZg^ZcXZh!�
i]Z^g�gZÓZXi^dch�VcY�i]Z^g�

hj\\Zhi^dch#

<^kZ�V�h^beaZ!�XdcX^hZ�djia^cZ�
d[�i]Z�cZmi�hiZeh�^c�i]Z�egd_ZXi�
^cXajY^c\�l]Zc�VcY�]dl�Vcn�
^begdkZbZcih�l^aa�WZ�bVYZ#

7 8 9

2

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc*[%g[]
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N_p�lj\�`k
Lj`e^�`[\Xj�^iflgj�n`cc�_\cg�pfl�kf�YiX`ejkfid�
`jjl\j�Xe[�i\cXk\[�`[\Xj�]fi�`dgifm\d\ekj%�@k�
`j�Xe�\Xjp#�]Xjk#�]le�nXp�f]�jZfg`e^�gfk\ek`Xc�
`dgifm\d\ekj�Xe[�`eefmXk`fej%

N_\e�kf�lj\�`k
Lj\�k_`j�kffc�n_\e\m\i�pfl�e\\[�kf�jZfg\�`e`k`Xc�
jfclk`fej�kf�X�gifYc\d�fi�fggfikle`kp%�

Kffc�+X

@[\Xj�^iflgj
Ideas groups come together to 
brainstorm improvement ideas 
and ways of resourcing and 
implementing them.

CdiZ/�Ndj�l^aa�cZZY�id�dg\Vc^hZ�V�l]^iZWdVgY!�h]ZZih�
d[�eVeZg�VcY$dg�Edhi"^i�eVYh�id�gZXdgY�eZdeaZÉh�^YZVh#
6alVnh�Zbe]Vh^hZ�i]Z�cZZY�id�lg^iZ�Ydlc�Vaa�^YZVh�
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N_Xk�j�`e�IfY\ik�j�Yfo6
At Waitemata DHB, the Healthcare 
Improvement Team had a box it takes 
to workshops (affectionately referred 
to as Robert’s Toolbox in reference to 
the person who set it up). 

Pfl�d`^_k�Ôe[�fe\�lj\]lc#�_\i\Ëj�n_XkËj�`ej`[\1

�� 7Vaaed^ci�eZch�"�&%�ZVX]�d[�WajZ!�WaVX`�VcY�gZY
�� EZgbVcZci�bVg`Zgh�"&+�ZVX]�d[�WajZ!�WaVX`!�gZY���\gZZc
��L]^iZWdVgY�bVg`Zgh�"�(�ZVX]�d[�WajZ!�WaVX`!�gZY!�\gZZc���ejgeaZ
��=^\]a^\]iZg�"�&�ZVX]�d[�WajZ!�e^c`!�nZaadl�VcY�dgVc\Z
�� EZcX^ah�VcY�Xdadjg^c\�eZcX^ah�
�� Ild�gjaZgh�
�� Edhi"^i�eVYh�"�VhhdgiZY�Xdadjgh
�� 7ajZ�IVX�
�� I]jbWcV^a�iVX`h�
�� HX^hhdgh�
�� HZaadiVeZ�
�� Edhi"^i��ÓV\h�"�'�ZVX]�d[�WajZ!�gZY!�dgVc\Z�nZaadl
�� HigZhh�WVaah

@[\ek`]p�k_\�b\p�gifYc\dj�
Xe[�Xep�Y\e\Ôkj�]fi�gXk`\ekj�
`]�k_\p�Xi\�i\jfcm\[
Ni`k\�X�j\ek\eZ\�[\jZi`Y`e^�\XZ_�gifYc\d�
n`k_�k_\�Y\e\Ôkj�f]�i\jfcm`e^�`k��k_\�
flkZfd\j �`e�gcX`e#�j`dgc\�cXe^lX^\%�8mf`[�
Xep�[\jZi`gk`fej�k_Xk�jl^^\jk�X�kXe^`Yc\�
jfclk`fe#�Xj�k_`j�n`cc�YcfZb�]lik_\i�`[\Xj%�

=fi�\oXdgc\#�ÈX�kffc�kf�gi\m\ek�
d`jZfddle`ZXk`fe�Y\kn\\e�gXk`\ek�Xe[�
jkX]]#�jf�jXm`e^�k`d\#�gi\m\ek`e^�\iifij#�Xe[�
_\cg`e^�gXk`\ekj�]\\c�dfi\�`e�Zfekifc�f]�
k_\`i�j`klXk`feÉ%

DXb\�X�c`jk�f]�k_\�gifYc\dj�kf�]fZlj�k_\�
j\jj`fe%

�
@[\ek`]p�n_f�e\\[j�kf�Y\�`e�
k_\�j\jj`fe
�� DXb\�jli\�pfl�`eZcl[\�Xepfe\�n_f�`j�Xe�

�XZk`m\ �jkXb\_fc[\i�`e�X[[i\jj`e^�k_\��
gifYc\dj�Xe[�fggfikle`k`\j%

�� J\k�lg�k_\�j\jj`fe�Xe[�`em`k\�Xkk\e[\\j%�

�� :fej`[\i�Xggf`ek`e^�Xe�`e[\g\e[\ek�
]XZ`c`kXkfi%

�� 9\]fi\�pfl�_fc[�k_\�j\jj`fe#�Z`iZlcXk\�
k_\�c`jk�f]�gifYc\dj#�`em`k`e^�g\fgc\�kf�
k_`eb�f]�fk_\ij�Xe[�Zfeki`Ylk\�k_\d�
[li`e^�k_\�j\jj`fe%

01

02
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M\ip�Yi`\Õp�i\m`\n�k_\�c`jkj�f]�
`[\Xj�Xe[�Xccfn�,$(,�d`elk\j�f]�
i\Õ\Zk`fe�Xe[�[`jZljj`fe
K_`j�nfibj�Y\jk�`]�k_\�j_\\kj�f]�gXg\i�Xi\�
XiiXe^\[�Xifle[�k_\�nXccj�f]�k_\�iffd�Xe[�^iflg�
d\dY\ij�ZXe�Z`iZlcXk\�kf�m`\n�k_\d%�Gifm`[\�
\XZ_�^iflg�d\dY\i�n`k_�k_i\\�Êjk`Zbp�[fkjË��fi�X�
jdXcc�eldY\i�f]�fk_\i�`k\dj�k_\p�ZXe�jk`Zb�kf�k_\�
YiX`ejkfid`e^�j_\\kj %�

@em`k\�gXik`Z`gXekj�kf�mfk\�]fi�k_\�k_i\\�`[\Xj�
k_\p�Zfej`[\i�n`cc�dXb\�k_\�Y`^^\jk�[`]]\i\eZ\�]fi�
gXk`\ekj��fi�n_`Z_\m\i�jkXb\_fc[\i�^iflg�`j�k_\�
gi`dXip�]fZlj %�

�

<e[�k_\�j\jj`fe�Yp�c`jk`e^�k_\�
`[\Xj�k_Xk�Xi\�Y\`e^�glk�]finXi[�
fe�X�]i\j_�j_\\k�f]�gXg\i
I\m`\n�k_`j�c`jk�Xe[�i\Õ\Zk�fe�k_\�k_\d\j�Xe[�
gi`fi`k`\j%�8mf`[�dXb`e^�Xep�[\Z`j`fej#�b\\g`e^�
k_\�`[\Xj�fg\e�]fi�]lik_\i�Xjj\jjd\ek�Xe[�
[\m\cfgd\ek%�

9\^`e�k_\�j\jj`fe
9i`\Õp�i\m`\n�k_\�`e`k`Xc�gifYc\dj�c`jk�Xe[�
Z_\Zb�Xcc�Xkk\e[\\j�_Xm\�X�Zc\Xi�le[\ijkXe[`e^�
f]�k_\�Z_Xcc\e^\�\XZ_�gifYc\d�gfj\j%

9iX`ejkfid�Xep�X[[`k`feXc�gifYc\dj�`]�k_\j\�
Xi`j\%�

8jb�Xkk\e[\\j�kf�i\Õ\Zk�fe�k_\�c`jk�Xe[�efk\�
Xep�gXkk\iej�Xe[�k_\d\j�k_\p�Ôe[%�

;`jZljj�k_\j\�Xe[�i\m`\n�k_\�c`jk#�^iflg`e^�Xep�
k_Xk�j\\d�j`d`cXi%�=`eXc`j\�k_\�c`jk%

;\m\cfg�jlZZ\jj�Zi`k\i`X
=fi�\XZ_�gifYc\d�Xjb1��?fn�nflc[�X�gXk`\ek�
nXek�kf�\og\i`\eZ\�k_`j�feZ\�k_\�gifYc\d�nXj�
i\jfcm\[6�N_Xk�nflc[�X�gXk`\ekËj�\og\i`\eZ\�
f]�jlZZ\jj�Y\6�

K_`j�\o\iZ`j\�ZXe�Y\�[fe\�`e�jlY^iflgj#�n`k_�
\XZ_�k\Xd�XccfZXk\[�X�jg\Z`ÔZ�gifYc\d%

FeZ\�k_`j�`j�Zfdgc\k\�kXb\�X�Yi`\]�Yi\Xb�Xe[�
gi\gXi\�]fi�X�_`^_$\e\i^p�YiX`ejkfid�

9iX`ejkfid�`[\Xj�]fi�i\jfcm`e^�
\XZ_�gifYc\d�fe�X�j\gXiXk\�
j_\\k�f]�gXg\i�
@]�k_\i\�Xi\�dXep�gifYc\dj#�jgc`k�`ekf�jdXcc\i�
^iflgj�Xe[�XccfZXk\�X�j\k�kf�\XZ_�^iflg%

K_\�YiX`ejkfid`e^�hl\jk`fe�`j1�È?fn�d`^_k�n\�
i\jfcm\�k_`j�jlZZ\jj]lccp�]fi�gXk`\ekj��fi�]fi�`kj�
b\p�lj\ij#�`]�efk�gXk`\ekj 6É

JkXp�]fZlj\[�fe�YiX`ejkfid`e^�`[\Xj�Xe[�Xmf`[�
al[^`e^�`[\Xj%�

N_\e�\XZ_�gifYc\d�_Xj�Y\\e�YiX`ejkfid\[#�
kXb\�Xefk_\i�Yi\Xb%

05

04

03 06

07
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Example 

>fne�[\j`^e�nfibj_fg
Patients at Waitemata DHB 
identified a need for better gowns 
when having a mammogram. 

8�nfibj_fg�nXj�_\c[�n`k_�jkX]]#�gXk`\ekj�Xe[�jkl[\ekj�]ifd�
Le`k\ZËj�JZ_ffc�f]�;\j`^e�Xe[�M`jlXc�8ikj%�K_\�X`dj�n\i\�kf�
[\kX`c�gifYc\dj�n`k_�\o`jk`e^�^fnej#�YiX`ejkfid�`[\Xj�kf�
i\jfcm\�k_\j\�gifYc\dj�Xe[�jkXik�nfib�fe�e\n�^fnej%�

K_\�nfibj_fg�jkXik\[�n`k_�X�^\e\iXc�i\m`\n�f]�befne�`jjl\j�
n`k_�k_\�^fnej%�8kk\e[\\j�jgc`k�`ekf�k\Xdj#�\XZ_�n`k_�X�d`o�
f]�jkl[\ekj#�jkX]]�Xe[�gXk`\ekj%�K_\�k\Xdj�Y\^Xe�k_\`i�nfib�
Yp�c`jk`e^�gifYc\dj�n`k_�k_\�^fnej�`e�dfi\�[\kX`c%�K_\p�
i\Õ\Zk\[�fe�k_\j\�Xe[�jfd\�i\[lZ\[�k_\d�kf�b\p�k_\d\j#�
n_`c\�fk_\ij�Z_fj\�kf�nfib�fe�k_\�dfjk�j`^e`ÔZXek�fe\j%�

K\Xdj�YiX`ejkfid\[�n_Xk�X�i\Xccp�^ff[�^fne�d`^_k�Y\�c`b\�
�k_\�jlZZ\jj�Zi`k\i`X�]fi�k_\�^fne %�K_`j�`eZcl[\[�Zi`k\i`X�k_Xk�
i\jfcm\[�k_\�befne�gifYc\dj#�Ylk�Xcjf�Zi`k\i`X�k_Xk�X[[\[�
e\n�Xe[�[`]]\i\ek�\c\d\ekj%�K_\�`[\Xj�n\i\�i\m`\n\[�Xe[�
b\p�gf`ekj�`[\ek`Ô\[%�=fi�\oXdgc\#�k_\�]\\c`e^�n_\e�n\Xi`e^�
k_\�^fne�Y\ZXd\�Xe�`dgfikXek�Zi`k\i`fe�kf�Zfej`[\i%�K_\�
k\Xdj�j_Xi\[�Xcc�k_\`i�gifYc\dj�Xe[�jlZZ\jj�Zi`k\i`X�fe�X�
n_`k\YfXi[%�

K\Xdj�YiX`ejkfid\[�jg\Z`ÔZ�jfclk`fej�kf�gifYc\dj%�@e�k_`j�
nfibj_fg�k_\p�k_\e�jb\kZ_\[�X�^fne�k_Xk�nflc[�Yfk_�
i\jfcm\�gifYc\dj�Xe[�d\\k�k_\�jlZZ\jj�Zi`k\i`X%�K_\p�nfib\[�
fe�k_\j\�n`k_�gXk`\ekj�kf�k_\�gf`ek�n_\i\�m\ip�ifl^_�
\oXdgc\j��fi�gifkfkpg\j �n\i\�Zlk#�g`ee\[�kf^\k_\i�Xe[�glk�
fe�X�n`cc`e^�gXk`\ek%�K_`j�d\Xek�gXk`\ekj#�jkX]]�Xe[�jkl[\ekj�
Zflc[�\og\i`d\ek�`e�giXZk`ZXc�nXpj�n`k_�X�iXe^\�f]�jfclk`fej�
kf�c\Xie�_fn�k_\j\�Zflc[�Y\�ZfdY`e\[�`e�X�j`e^c\�^fne%

=`eXccp#�\XZ_�k\Xd�Yi`\Õp�gi\j\ek\[�`kj�gifkfkpg\�^fne�kf�
k_\�nfibj_fg%

I^eh�
L]Zc�WgV^chidgb^c\!�i]Z�bdgZ�Y^kZghZ�
i]Z�\gdje�d[�eZdeaZ�i]Z�WZiiZg#�

7Z�idaZgVci�d[�^YZVh�i]Vi�VgZ�d[[�i]Z�bVg`!�
ZkZc�^[�h^aan�Ä�lg^iZ�i]ZhZ�je�Vh�lZaa#�I]Zn�
VgZ�jhZ[ja�[dg�hi^bjaVi^c\�bdgZ�^YZVh��

:cXdjgV\Z�[jc�VcY�h^aan�^YZVh�Vh�i]ZhZ�]Zae�
`ZZe�eZdeaZÉh�XgZVi^kZ�ZcZg\^Zh�Ódl^c\#
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N_p�lj\�`k
Pfl�ZXe�lj\�k_`j�kffc�kf�ZfdgXi\�fe\�jkXb\_fc[\iËj�
e\\[j�X^X`ejk�k_fj\�f]�Xefk_\i%�=fi�\oXdgc\#�gXk`\ek�
e\\[j�Xe[�`[\Xj�ZXe�Y\�`[\ek`Ô\[�Xe[�ZfdgXi\[�kf�
dXeX^\i`Xc#�Zc`e`ZXc�Xe[�fk_\i�jkXb\_fc[\i�e\\[j%

?\Xck_ZXi\�j\im`Z\j�f]k\e�`[\ek`]p�gfk\ek`Xc�
`dgifm\d\ekj�Y\]fi\�X�gifa\Zk�jkXikj%�8j�X�i\jlck#�k_\p�
dXp�`eX[m\ik\ekcp�\oZcl[\�fk_\i�jkXb\_fc[\ijË�e\\[j�
Xe[�lj\]lc�`dgifm\d\ek�`[\Xj%�K_`j�kffc�_\cgj�Yl`c[�
X�YXcXeZ\[�m`\n�f]�gfk\ek`Xc�`dgifm\d\ek�Xi\Xj�Xe[�
`dgifm\d\ek�`[\Xj%

N_\e�kf�lj\�`k
8�jkXb\_fc[\i�e\\[j�kXYc\�`j�X�lj\]lc�kffc�]fi�
jb\kZ_`e^�flk�gfjj`Yc\�`dgifm\d\ekj�e\Xi�k_\�jkXik�f]�
pfli�Zf$[\j`^e�nfib#�Xj�n\cc�Xj�[\Z`[`e^�fe�b\p�Xi\Xj�
]fi�`dgifm\d\ek�Xe[�jg\Z`ÔZ�`dgifm\d\ekj�cXk\i�fe�
`e�pfli�nfib%�

Kffc�+Y

JkXb\_fc[\i�
e\\[j�kXYc\
A stakeholder needs table 
shows you what different 
stakeholders need and  
what improvements will help 
more than one stakeholder.

I^eh�
@ZZe�ndjg�WgV^chidgb^c\�[dXjhZY�dc��

^begdkZbZcih�i]Vi�WZcZÒi�Wdi]�hiV`Z]daYZgh#�
;dXjh�dc�^YZci^[n^c\�i]Z�^begdkZbZci�VcY�^ih�
WZcZÒih!�i]Zc�bdkZ�dc�id�i]Z�cZmi#�9d�cdi�
Y^hXjhh�dg�YZiV^a�^begdkZbZcih�WZndcY�bjijVa�
WZcZÒih#�;dg�ZmVbeaZ!�Yd�cdi�Y^hXjhh�]dl�
egVXi^XVa�Vc�^begdkZbZci�^h!� _jhi�l]Zi]Zg�
^i�bZZih�i]Z�ÈbjijVa�WZcZÒiÉ�Xg^iZg^dc#
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@[\ek`]p�b\p�e\\[j�Xe[�
Xi\Xj�f]�`dgifm\d\ek�]ifd�
k_\�g\ijg\Zk`m\�f]�\XZ_�
jkXb\_fc[\i�^iflg
B\p�jkXb\_fc[\ij�d`^_k�Y\�dXeX^\d\ek��
�X�ÔeXeZ`Xc�g\ijg\Zk`m\ #�Zc`e`Z`Xej��X�_\Xck_�
g\ijg\Zk`m\ #�X[d`e`jkiXk`fe��X�cf^`jk`Zj�
g\ijg\Zk`m\ �Xe[�gXk`\ekj��Xe�\og\i`\ek`Xc�
g\ijg\Zk`m\ %�Pfl�dXp�`eZcl[\�jg\Z`ÔZ�
`dgifm\d\ek�`[\Xj�Ylk�k_`j�`j�Y\jk�Xmf`[\[%�
8ep�le[l\�\dg_Xj`j�fe�k_\j\�ZXe�gi\m\ek�
fk_\i�`[\Xj�Xi`j`e^�Xe[�Y\`e^�Zfej`[\i\[%

>iflg�`dgifm\d\ek�`[\Xj
I\m`\n�k_\�e\\[j�Xe[�Xi\Xj�f]�`dgifm\d\ek�
]fi�\XZ_�jkXb\_fc[\i�^iflg%�=fi�\XZ_�
jkXb\_fc[\i#�fi^Xe`j\�Xe[�^iflg�k_\j\�
`ekf�Y\kn\\e�k_i\\�Xe[�j`o�b\p�Xi\Xj�k_Xk�
jlddXi`j\�k_\�dXafi�ZfeZ\iej%�<ogi\jj�k_\j\�
`e�k_\�cXe^lX^\�f]�k_\�jkXb\_fc[\i�^iflg%

:fdgc\k\�k_\�stakeholder 

needs template �gX^\�.- 

:i\Xk\�X�jlddXip�[`X^iXd
N_\e�pfl�_Xm\�Zfdgc\k\[�k_\�jkXb\_fc[\i�
e\\[j�k\dgcXk\�]fi�Xcc�jkXb\_fc[\ij#�Zi\Xk\�
X�jlddXip�[`X^iXd�kf�`[\ek`]p�k_\�b\p�
`dgifm\d\ekj�k_Xk�gifm`[\�k_\�^i\Xk\jk�
Y\e\Ôkj�]fi�k_\�dfjk�jkXb\_fc[\ij%

Example 

D\cXefdX�ZXi\
Services involved in 
melanoma care at Waitemata 
DHB were looking for the 
best ways to formalise the 
service. 

Fe\�`[\X�nXj�kf�Zi\Xk\�X�Zc`e`ZXc�elij\�jg\Z`Xc`jk�
�:EJ �ifc\�kf�Yl`c[�jkife^\i�i\cXk`fej_`gj�Y\kn\\e�
k_\�j\im`Z\�Xe[�gXk`\ekj%�

8j�gXik�f]�k_\�[\m\cfgd\ek�gifa\Zk#�X�nfibj_fg�
nXj�_\c[�kf�\ogcfi\�Zfddle`ZXk`fe�n`k_�gXk`\ekj%�
;li`e^�k_`j�nfibj_fg�gXk`\ekj�kXcb\[�XYflk�k_\`i�
e\\[�kf�_Xm\�X�j`e^c\�jkX]]�d\dY\i�kf�c`X`j\�n`k_�
k_ifl^_flk�k_\`i�k`d\�n`k_�k_\�j\im`Z\%

8�j`dgc\�m\ij`fe�f]�k_\�stakeholder needs 
template �gX^\�.- �nXj�lj\[�Yp�gifa\Zk�k\Xd�
d\dY\ij�kf�dXg�flk�gXk`\ek�Xe[�Zc`e`ZXc�e\\[j%�
K_`j�j_fn\[�k_Xk�X�iXe^\�f]�Zfddle`ZXk`fe$
fi`\ek\[�j\im`Z\�\c\d\ekj�Xe[�dXk\i`Xcj�nflc[�Y\�
f]�j`^e`ÔZXek�Y\e\Ôk�kf�Yfk_�gXk`\ekj�Xe[�jkX]]%��
8�iXe^\�f]�k_\j\�n\i\�[\m\cfg\[�kf�_\cg�gXk`\ekj�
Xe[�Zc`e`Z`Xej�[`jZljj�Zc`e`ZXc�Xe[�j\im`Z\�kfg`Zj�
kf^\k_\i�Xj�X�gXik�f]�iflk`e\�j\im`Z\�gifm`j`fe%�

@e�gXik`ZlcXi#�k_\�kffc�j_fn\[�k_Xk�X�:EJ�nflc[�Y\�
`[\Xccp�jl`k\[�kf�k_\�c`X`jfe�ifc\%�:fddle`ZXk`fe$
i\cXk\[�i\jgfej`Y`c`k`\j�n\i\�k_\e�efk\[�]fi�
`eZclj`fe�`e�k_\�afY�[\jZi`gk`fe�]fi�k_`j�gfj`k`fe%

02

01

03

04
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A B C E

A
B

C

D

Kffc�+Y(

Stakeholder needs template

�� Lj`e^�X�cXi^\�n_`k\YfXi[�fi�j_\\k�
f]�gXg\i#�c`jk�k_\�e\\[j�f]�k_\�b\p�
jkXb\_fc[\i�^iflg��ljlXccp�gXk`\ekj �XZifjj�
k_\�kfg%�K_\e�c`jk�k_\�e\\[j�f]�Xefk_\i�
jkXb\_fc[\i�^iflg�[fne�k_\�j`[\%

�� Nfib�XZifjj�Xe[�[fne�k_\�\dgkp�jhlXi\j�
`e�k_\�kXYc\#�gcXZ`e^�X�k`Zb�`e�\XZ_�fe\�
n_\i\�jkXb\_fc[\i�e\\[j�Zc\Xicp�Zf`eZ`[\�
�`k�[f\jeËk�dXkk\i�_fn�dXep�k`Zbj�k_\i\�
Xi\ %�K_\e�eldY\i�\XZ_�k`Zb%�

�� Lj`e^�X�j\gXiXk\�j_\\k�f]�gXg\i�]fi�\XZ_#�

YiX`ejkfid�jg\Z`ÔZ�`dgifm\d\ekj�]fi�
k_Xk�jhlXi\�]ifd�k_\�g\ijg\Zk`m\j�f]�
Yfk_�jkXb\_fc[\ij#�efk`e^�`kj�Y\e\Ôkj�
]fi�\XZ_�jkXb\_fc[\i�Xcfe^j`[\%�Lj\�
k_\�improvements and benefits 
template �gX^\�.. �kf�i\Zfi[�
`dgifm\d\ekj�`e�\XZ_�jhlXi\�Xe[�_fn�
k_\p�Y\e\Ôk�\XZ_�jkXb\_fc[\i%

�� @[\ek`]p�k_\�b\p�`dgifm\d\ekj�k_Xk�
gifm`[\�k_\�^i\Xk\i�Y\e\Ôkj�]fi�Yfk_�
jkXb\_fc[\ij%�8j�pfl�Õ\j_�flk�k_\�

`dgifm\d\ekj#�pfl�dXp�efk`Z\�gXkk\iej�
`e�k_\�kpg\j�f]�`dgifm\d\ekj�Y\`e^�
jl^^\jk\[%�I\m`\n�k_\j\�Xe[�cffb�]fi�
`dgifm\d\ekj�k_Xk�X[[i\jj�dlck`gc\�`jjl\j�
Xe[&fi�XZ_`\m\�Y\e\Ôkj�]fi�dlck`gc\�
jkXb\_fc[\ij%�K_\j\�Xi\�c`b\cp�kf�Y\�k_\�
_`^_\jk$mXcl\�`dgifm\d\ekj�Xe[�k_\�dfjk�
`dgfikXek�kf�]fZlj�fe%

�� I\g\Xk�k_`j�]fi�Xep�fk_\i�jkXb\_fc[\ij#�
b\\g`e^�k_\�gi`dXip�jkXb\_fc[\i��jlZ_�Xj�
gXk`\ekj �XZifjj�k_\�kfg�f]�k_\�k\dgcXk\%

N
_X

k�X
ef

k_
\i

�jk
Xb

\_
fc

[\
i�n

Xe
kj

�
`d

gi
fm

\[
&

�k_
\`

i�X
i\

Xj
�f

]�Z
fe

Z\
ie

Template Instructions

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc+Y(%g[]

N_Xk�gXk`\ekj�nXek
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Kffc�+Y)

Improvements and benefits template

@dgifm\d\ek�`[\Xj 9\e\Ôkj�kf�gXk`\ek��
�lj`e^�k_\`i�cXe^lX^\ 

9\e\Ôkj�kf�fk_\i�jkXb\_fc[\ij�
�lj`e^�k_\`i�cXe^lX^\ 

01.

02.

03.

04.

05.

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc+Y)%g[]
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Kffc�+Z

JZ\eXi`fj�Xe[�
g\ijfeXj
A scenario is a realistic 
description of how a service 
works. A persona is a realistic 
description of a type of client.

JZ\eXi`fj�Xe[�g\ijfeXj�\oXdgc\

@dX^`e\�Xe�\c[\icp�gXk`\ek�n`k_�gffi�\p\j`^_k�
Xii`m`e^�Yp�kXo`�Xk�k_\�]ifek�[ffi�f]�Xe�
flkgXk`\ek�Zc`e`Z%�?\�dfm\j�jcfncp�`ej`[\�
�_\�_Xj�X�nXcb`e^�jk`Zb �Xe[�j\\j�X�cfe^�hl\l\��
`e�]ifek�f]�k_\�i\Z\gk`fe%�

K_\�]lcc\i�g\ijfeX�nflc[�^`m\�dfi\�[\kX`c�
XYflk�_`j�Zfe[`k`fe#�e\\[j#�XY`c`k`\j�Xe[�jf�_`j�
c`b\cp�i\jgfej\�kf�k_\�hl\l\%�

8�]lcc�jZ\eXi`f�nflc[�[\jZi`Y\�k_\�[`]]\i\ek�
k_`e^j�k_Xk�d`^_k�_Xgg\e�e\ok�Xj�_\�ki`\j�kf�^\k�
k_\�j\im`Z\�_\�e\\[j%�=fi�\oXdgc\#�[f\j�_\�af`e�
k_\�hl\l\�n`k_flk�hl\jk`fe#�fi�[f\j�_\�jkfg�
Xe[�cffb�Xifle[�kf�j\\�`]�`k�`j�k_\�i`^_k�hl\l\6�
@]�_\�cffbj�Xifle[#�n_Xk�j`^eX^\�d`^_k�_\�Y\�
XYc\�kf�j\\#�`]�Xep6�Fi�[f\j�X�jkX]]�d\dY\i�
^i\\k�_`d�Xe[�f]]\i�_\cg6

JZ\eXi`fj�Xe[�g\ijfeXj�nfib�Y\jk�n_\e�YXj\[�
fe�i\Xc`jk`Z�Ê\oki\d\jË#�Xj�`e�k_\�\oXdgc\�^`m\e%�

K_\p�_\cg�pfl�efk`Z\�Xe[�Xdgc`]p�\og\i`\eZ\j�
k_Xk�fk_\in`j\�^f�le$efk`Z\[%�K_\p�Xcjf�

gi\m\ek�pfl�[\]Xlck`e^�kf�k_\�ÊXm\iX^\Ë�gXk`\ek�fi�
ÊXm\iX^\Ë�j\im`Z\�[\c`m\ip#�n_`Z_�`e\m`kXYcp�c\X[j�
pfl�kf�dXb`e^�d\i\cp�ÊXm\iX^\Ë�`dgifm\d\ekj�

N_p�lj\�`k
JZ\eXi`f�Xe[�g\ijfeX�[\jZi`gk`fej1�

�� ?\cg�pfl�[\k\id`e\�\oXZkcp�n_f�pfli�`dgifm\d\ek�
e\\[j�kf�nfib�]fi�Xj�n\cc�Xj�n_\e#�n_\i\�Xe[�
_fn�`k�e\\[j�kf�nfib�kf�Y\�jlZZ\jj]lc%�

�� >`m\�pfl�j`dgc\#�Z_\Xg#�hl`Zb�nXpj�kf�[\m\cfg�
`dgifm\d\ekj%�

�� ?\cg�pfl�\og\i`d\ek�n`k_�[`]]\i\ek�
`dgifm\d\ek�`[\Xj#�al[^`e^�k_\`i�mXcl\�`e�
X�i\Xc`jk`Z�Xe[�lj\]lc�nXp#�Ylk�n`k_flk�k_\�
e\\[�kf�`emfcm\�jkX]]�Xe[�gXk`\ekj%

N_\e�kf�lj\�`k
Lj\�jZ\eXi`fj�Xe[�g\ijfeXj�n_\e1

�� Pfl�_Xm\�X�jfc`[�le[\ijkXe[`e^�f]�[`]]\i\ek�kpg\j�f]�
gXk`\ekj�Xe[�k_\`i�\og\i`\eZ\j��pfl�dXp�_Xm\�lj\[�
gXk`\ek�j_X[fn`e^#�gXk`\ek�aflie\p�dXgg`e^�Xe[&fi�
gXk`\ek�jkfi`\j�kf�^X`e�k_`j %�

��� ;\m\cfg`e^�Xep�`dgifm\d\ek�`[\Xj�kf�b\\g�
`dgifm\d\ekj�]fZlj\[�Xe[�^ifle[\[%�

��� ;li`e^�k_\�\Xicp�jkX^\j�f]�gifkfkpg`e^��gX^\�0/ %
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@[\ek`]p�Xe[�gifÔc\�j\im`Z\�
jZ\eXi`fj�f]�`ek\i\jk
@[\ek`]p�k_\�j\im`Z\�k`d\j�Xe[�gcXZ\j�n_\i\�k_\�
`jjl\j�fZZli�fi�n_\i\�pfl�nflc[�c`b\�kf�dXb\�
`dgifm\d\ekj%�@]�pfl�_Xm\�\ogcfi\[�gXk`\ek�
\og\i`\eZ\j#�pfl�n`cc�Y\�XnXi\�f]�k_\�k`d\j�Xe[�
gcXZ\j�n_\i\�[`]ÔZlck�\og\i`\eZ\j�fZZli%

Kf�Zi\Xk\�X�jZ\eXi`f#�j`dgcp�c`jk�k_\�\c\d\ekj�f]�
k_\�jZ\e\#�`eZcl[`e^�Xepk_`e^�k_Xk�Zfeki`Ylk\j�kf�
gXk`\ek�[`]ÔZlck`\j%�Kf�_\cg#�pfl�d`^_k�`dX^`e\�
pfl�Xi\�j\kk`e^�lg�X�Ôcd�fi�jkX^\�j\k%�N_Xk�k_`e^j�
Xe[�g\fgc\�e\\[�kf�Y\�k_\i\#�Xe[�_fn�Xi\�k_\p�
XiiXe^\[6�N_Xk�_Xgg\ej�`e�k_\�jZ\eXi`f6�

@k�`j�lj\]lc�kf�Xmf`[�ÊXm\iX^\Ë�fi�Êkpg`ZXcË�jZ\eXi`fj�
Æ�Y\�dfi\�jg\Z`ÔZ�Xe[�lj\�\oki\d\j�kf�XZZ\eklXk\�
Xe[�\ogcfi\�`jjl\j%�=fi�\oXdgc\#�`]�k_\�jZ\eXi`f�`j�
YXj\[�fe�Xe�flkgXk`\ekj�Zc`e`Z#�dXb\�`k�m\ip�Yljp�
Æ�ef`jp#�]lcc#�cfe^�hl\l\j#�jki\jj\[�jkX]]#�Xeo`flj�
gXk`\ekj�Xe[�jf�fe%�

DXb\�jli\�pfl�]fZlj�fe�k_\�\oXZk�k`d\�Xe[�gcXZ\%�
=fi�\oXdgc\#�`]�pfl�Xi\�\ogcfi`e^�c\kk\ij�ni`kk\e�kf�
gXk`\ekj#�YXj\�pfli�jZ\eXi`f�`e�X�b`kZ_\e�fi�c`m`e^�
iffd�n_\i\�k_\�c\kk\i�d`^_k�Y\�i\X[%

@k�ZXe�Y\�m\ip�_\cg]lc�kf�hl`Zbcp�jb\kZ_�k_\�
jZ\eXi`f�Xe[�dXb\�efk\j�e\ok�kf�`k�Æ�k_`j�_\cgj�
[fZld\ek�n_Xk�`k�`j�Xe[�n_p�pfl�Xi\�\ogcfi`e^�
`k%�K_\e�\mfcm\�k_\�jb\kZ_�Xj�pfl�c\Xie�Æ�`kËj�X�
m\ip�\Xjp�nXp�kf�i\Zfi[�pfli�c\Xie`e^j%�B\\g�pfli�
jb\kZ_\j�m\ip�YXj`Z�Æ�[feËk�nfiip�_fn�gi\kkp�k_\�
jb\kZ_�cffbj%

@[\ek`]p�Xe[�gifÔc\�gXk`\ek�Xe[�
jkX]]�g\ijfeXj�f]�`ek\i\jk
N_\e�pfl�_Xm\�pfli�jZ\eXi`fj#�[\m\cfg�pfli�
gXk`\ek�Xe[�jkX]]�g\ijfeXj%�

JkXik�Yp�^`m`e^�k_\�g\ijfe�X�eXd\�Xe[�k_\e�Yi`e^�
k_\d�kf�c`]\%�C`jk�k_\`i�[\df^iXg_`Z�hlXc`k`\j��X^\#�
^\e[\i#�\k_e`Z`kp�Xe[�\[lZXk`fe 2�k_\`i�g_pj`hl\�
n`k_�k_\`i�g_pj`ZXc�XY`c`k`\j2�k_\`i�gjpZ_fcf^`ZXc�
jkXk\�Xe[�XY`c`k`\j�Xe[�k_\`i�jfZ`Xc�jlggfikj%�;f�
k_`j�]fi�Yfk_�gXk`\ekj�Xe[�jkX]]%

@k�ZXe�Y\�m\ip�lj\]lc�kf�jb\kZ_�k_\�g\ijfeX��jk`Zb�
Ô^li\j�n`k_�X�Y`k�f]�[\kX`c�Xi\�Ôe\ %�Jb\kZ_`e^��
f]k\e�_\cgj�dXb\�k_\�g\ijfe�dfi\�i\Xc%��

:i\Xk\�]lcc�jZ\eXi`fj�n`k_�
g\ijfeXj
Kf�Zi\Xk\�X�]lcc�jZ\eXi`f�n`k_�g\ijfeXj#�jkXik�Yp�
kXb`e^�X�YXj`Z�jZ\eXi`f�Xe[�glkk`e^�k_\�i\c\mXek�
g\ijfeXj�`ekf�`k�kf�[\m\cfg�X�Yi`\]�jkfip�XYflk�
_fn�k_`e^j�nflc[�efidXccp�nfib%�8j�pfl�[f�k_`j#�
`eZcl[\�`jjl\j�Xe[�_fn�jkX]]�Xe[�gXk`\ek�g\ijfeXj�
i\XZk�kf�k_\d%

<oXdgc\1�JZ\eXi`f�n`k_�g\ijfeX1�
JZ\eXi`f1�X�gXk`\ek�`j�`e�Y\[�fe�X�j_Xi\[�nXi[%�@k�`j�
m`j`k`e^�_flij�Xe[�k_\�iffd�`j�]lcc�f]�m`j`kfij%�

G\ijfeX1�K_\�gXk`\ek�_Xj�_X[�X�jc\\gc\jj�e`^_k�
Xe[�`j�[`jki\jj\[�Yp�k_\�ef`j\�Xe[�XZk`m`kp�f]�k_\�
m`j`kfij%�J_\�ZXccj�X�jki\jj\[�jkX]]�d\dY\i�Xe[�
ZfdgcX`ej%�K_\�jkX]]�d\dY\i�]\\cj�gfn\ic\jj�Xe[�
jfd\n_Xk�Xeefp\[�Ylk�ki`\j�kf�i\jgfe[�gfj`k`m\cp%

01 02

03
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;fZld\ek�pfli�nfib
DXb\�jli\�pfl�[fZld\ek�pfli�jZ\eXi`fj�
Xe[�Xep�`dgc`ZXk`fej�fi�e\n�`[\Xj%�
@k�f]k\e�_\cgj�kf�_Xm\�X�efk\$kXb\i�
fYj\im`e^�k_\�ÊjZ\eXi`f�k\XdË�Xj�k_\p�
`dX^`e\�k_\�jZ\eXi`f#�jf�k_\�cXkk\i�ZXe�
ZfeZ\ekiXk\�]lccp�fe�k_`j%�

Pfl�ZXe�lj\�k_\�scenario 
template��gX^\�/( �kf�[\m\cfg�X�
Zfdgi\_\ej`m\�iXe^\�f]�jZ\eXi`fj�
Xe[�g\ijfeXj�k_Xk�\ogcfi\�Xe�`jjl\�fi�
`dgifm\d\ek�`[\X�]lccp%

@ej\ik�Xe�`dgifm\d\ek�Xe[�
\og\i`d\ek�n`k_�`k
Kf�lj\�k_\�jZ\eXi`fj�Xe[�g\ijfeXj�kf�\mfcm\�Xe�
`dgifm\d\ek#�jkXik�Yp�`ej\ik`e^�k_\�`[\X�`ekf�k_\�
jZ\eXi`f%�=fi�\oXdgc\#�k_\�`dgifm\d\ek�d`^_k�
Y\�X�_\Xmp#�jfle[$[\X[\e`e^�ZlikX`e�k_Xk�Zcfj\j�
Xifle[�X�gXk`\ekËj�Y\[�jgXZ\%

<oXdgc\1�X[[`e^�Xe�`dgifm\d\ek
K_\�gXk`\ek�d`^_k�Xjb�X�m`j`kfi�kf�Zcfj\�k_\�ZlikX`e�
]fi�k_\d%�Fi�k_\�jkX]]�d\dY\i�d`^_k�X^i\\�k_Xk�
k_\�iffd�`j�ef`jp�Xe[�Zcfj\�k_\�ZlikX`e%�Fi�k_\�
gXk`\ek�d`^_k�kip�kf�^\k�flk�f]�Y\[�Xe[�Zcfj\�k_\�
ZlikX`e�k_\dj\cm\j%

<XZ_�f]�k_\�mXi`Xk`fej�`e�k_\�jZ\eXi`f�_\cgj�pfl�kf�
\ogcfi\�Xe�`[\X�Xe[�`kj�`dgc`ZXk`fej%�=fi�\oXdgc\#�
X�ZlikX`e�d`^_k�e\\[�kf�Y\�\jg\Z`Xccp�_`^_�kf�_\cg�
YcfZb�flk�ef`j\%�@k�d`^_k�e\\[�X�jg\Z`Xc�kiXZb�kf�
dXb\�`k�\Xjp�]fi�X�gXk`\ek�kf�fg\e�Xe[�Zcfj\%�@kj�
flk\i�]XZ\�d`^_k�]\Xkli\�X�i\hl\jk�]fi�m`j`kfij�kf�
kXcb�hl`\kcp%

JZ\eXi`fj�Xe[�g\ijfeXj�Xccfn�pfl�kf�\og\i`d\ek#�
Zi\Xk\#�c\Xie�Xe[�\mfcm\�pfli�`dgifm\d\ek�`[\Xj�`e�
X�i\Xc`jk`Z�nXp�hl`Zbcp�Xe[�\Xj`cp%�K_\i\�Xi\�ef�i`^_k�
fi�nife^�Xejn\ij#�jf�Y\�YiXm\�Xe[�\ogcfi\�]i\\cp%�

04 05

I^eh
��BV`Z�ndjg�hXZcVg^dh�VcY�eZghdcVh�gZVa^hi^X#�
7Z�Xdch^hiZci�l^i]�i]Z�hXZcVg^d�VcY�eZghdcV�
Ä�YdcÉi�ÈX]Vc\Z�i]Z�gjaZhÉ�]Va[lVn#

��<d�[dg�ZmigZbZ�hXZcVg^dh�VcY�eZghdcVh!�
jh^c\�i]ZhZ�id�Vbea^[n�i]Z�egdh�VcY�
Xdch�d[�V�egdWaZb!�^ih�edhh^WaZ�hdaji^dch�
VcY�i]Z�^bea^XVi^dch�d[�i]ZhZ#

��BV`Z�ndjg�hZhh^dch�gZaVmZY�VcY�[jc#�
:cXdjgV\Z�ZmeZg^bZci^c\�VcY�eaVn^c\�l^i]�
Y^[[ZgZci�dei^dch#�EgZkZci�Vcn� _jY\ZbZci�
VWdji�l]Zi]Zg�Vc�^YZV�^h�g^\]i�dg�lgdc\�
Ä� _jhi�ign�^i�dji�VcY�hZZ�l]Vi�]VeeZch#

��>[�ndj�XVc!�jhZ�gdaZ"eaVnh�gVi]Zg�i]Vc� _jhi�
Y^hXjhh^dc#�:kZc�kZgn�h^beaZ�gdaZ"eaVnh�VgZ�
jhZ[ja#�6gZ�ndj�h]n�dg�gZajXiVci4�7Z�WgVkZ#�
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Kffc�+Z

Scenario template

Template Instructions
�� `[\ek`]p�k_\�`jjl\�pfl�n`j_�kf�\ogcfi\%�

@[\ek`]p�nfijk�Xe[�Y\jk�j\im`Z\�
\oki\d\j�f]�k_\�`jjl\%�>`m\�\XZ_�fe\��
X�j_fik#�\Xjp�eXd\

�� @[\ek`]p�k_\�\Xj`\jk�Xe[�dfjk�[`]ÔZlck�
gXk`\ek�kpg\j%�EXd\�k_\j\�kff%�

�� :fdY`e\�pfli�\oki\d\j�f]�j\im`Z\�
[\c`m\ip�Xe[�gXk`\ekj�`ekf�jZ\eXi`fj%�
>`m\�k_\j\�jZ\eXi`fj�eXd\j%

�� Gcfk�k_\j\�fe�k_\�[`X^iXd%�Kip�kf�_Xm\�
fe\�`e�\XZ_�hlX[iXek%�=fi�\oXdgc\#�pfl�
d`^_k�ZfdY`e\�X�nfijk�j\im`Z\�n`k_�Xe��
\Xj`\jk�gXk`\ek�kpg\%

�� =c\j_�flk�\XZ_�jZ\eXi`f�n`k_�[\kX`cj%

�� @ekif[lZ\�k_\�`dgifm\d\ek�`ekf�\XZ_�
jZ\eXi`f�Xe[�\og\i`d\ek�n`k_�k_\d��

�� ;fZld\ek�pfli�c\Xie`e^j�Xj�pfl�^f%

\Xj`\jk�gXk`\ek�kpg\

dfjk�[`]ÔZlck�gXk`\ek�kpg\

Y\jk�j\im`Z\nfijk�j\im`Z\

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc+Z%g[]
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Ifc\�gcXpj
The best way to experiment 
with scenarios and personas 
is often to use role-plays 
and simple models of any 
technologies or improvements 
(such as cardboard cut-outs). 

Ifc\$gcXpj�Xi\�\jg\Z`Xccp�`dgfikXek�n_\e�
\ogcfi`e^�`ekXe^`Yc\�`dgifm\d\ekj�Xe[�
kflZ_gf`ekj��jlZ_�Xj�jkX]]�Y\_Xm`flij�fi�
Zfddle`ZXk`fe �Xe[�k`d\j�n_\e�g\fgc\Ëj�
`ek\iXZk`fej�Xi\�Z\ekiXc�kf�k_\�j\im`Z\�
\og\i`\eZ\%�

K_\�dXafi�X[mXekX^\�`j�k_Xk�pfl�^\k�kf�\og\i`\eZ\�
k_\�b`e[�f]�\dfk`fej�k_Xk�k_\�gXk`\ek�fi�jkX]]�
d\dY\i�_Xj�`e�k_Xk�jZ\eXi`f%�=fi�\oXdgc\#�Xe�XZk\[�
jZ\eXi`f�gif[lZ\j�jgfekXe\flj�i\XZk`fej�Xe[�

Y\_Xm`flij�Yp�k_\�XZkfij�Æ�fe\j�k_Xk�nflc[eËk�
Zfd\�kf�c`^_k�n`k_flk�XZk`e^�`k�flk%�Pfl�ZXe�k_\e�
\ogcfi\�nXpj�kf�`dgifm\�k_\�j\im`Z\�\og\i`\eZ\�
]fi�Yfk_�jkX]]�Xe[�gXk`\ekj%

N_\e�lj`e^�ifc\$gcXpj#�`k�`j�`dgfikXek�kf�_Xm\�
jfd\fe\�fYj\im`e^&kXb`e^�efk\j&k`d\�b\\g`e^�
jf�k_\�i\jk�f]�k_\�k\Xd�ZXe�ZfeZ\ekiXk\�fe�
XZk`e^�Xe[�jkXp`e^�`e�ifc\%�

N_\e�k_\�jZ\eXi`f�`j�Ôe`j_\[#�dXb\�jli\�pfl�kXcb�
XYflk�k_\�\og\i`\eZ\�f]�Y\`e^�\XZ_�g\ijfe�`e�
k_\�jZ\eXi`f�Æ�n_Xk�`k�]\ck�c`b\�kf�Y\�k_Xk�g\ijfe#�
n_p�k_`e^j�[`[�Xe[�[`[eËk�nfib�]fi�k_\d#�Xe[�jf�
fe%�@]�pfl�_X[�Xe�Xl[`\eZ\#�Xjb�k_\d�kf�dXb\�
fYj\imXk`fej�XYflk�n_Xk�k_\p�jXn�_Xgg\e`e^�
Xe[�n_Xk�k_\p�le[\ijkff[�]ifd�k_`j%�JlddXi`j\�
n_Xk�pfl�c\Xie\[�]ifd�k_\�jZ\eXi`f�Xe[�dXb\�
jli\�`k�`j�[fZld\ek\[�Y\]fi\�dfm`e^�fe%
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Services involved in melanoma care 
at Waitemata DHB used scenarios 
and personas during the initial 
stages of their co-design work.

K_\j\�n\i\�lj\[�kf�_\cg�jZfg\�flk�k_\�nfib�Xe[�
`[\ek`]p�n_`Z_�`dgifm\d\ekj�kf�]fZlj�fe%

K_\p�Y\^Xe�Yp�Zi\Xk`e^�knf�gXk`\ek�g\ijfeXj�kf�jZfg\�
gXiXd\k\ij�]fi�e\n�j\im`Z\�\c\d\ekj1�X�n\cc$\[lZXk\[#�
kXcbXk`m\#�XZk`m\�nfdXe�Xe[�X�gfficp�\[lZXk\[#�i\j\im\[#�
fm\in\`^_k�dXe%�K_\e�k_\p�[\m\cfg\[�X�j\im`Z\�jZ\eXi`f#�
cffb`e^�]fi�gcXZ\j�n_\i\�\`k_\i�g\ijfeX�d`^_k�_Xm\�
[`]ÔZlck`\j%

K_`j�XggifXZ_�_`^_c`^_k\[�k_\�e\\[�]fi�ZXi\]lc�`ek\ig\ijfeXc�
Zfddle`ZXk`fej�i`^_k�]ifd�k_\�m\ip�jkXik%�K_\�n\cc$\[lZXk\[#�
Zfddle`ZXk`m\�nfdXe�nflc[�Xjb�cfkj�f]�hl\jk`fej#�n_`c\�
k_\�gfficp$\[lZXk\[�dXe�d`^_k�e\\[�ZXi\]lc�gifdgk`e^�`e�
Zfem\ijXk`fe�kf�\ejli\�_`j�e\\[j�n\i\�efk�fm\icffb\[%

K_`j�Xcjf�_\cg\[�ZcXi`]p�k_Xk�X�jg\Z`Xc`jk�gXk`\ek�c`X`jfe�ifc\�
nflc[�Y\�i\hl`i\[�kf�_\cg�Ê`ek\igi\kË�k_\�j\im`Z\�]fi�gXk`\ekj%�
8e[�`k�_`^_c`^_k\[�befne�X[d`e`jkiXk`fe�`jjl\j%�

8j�X�i\jlck#�k_\�k\Xd�Xek`Z`gXk\[�X�e\\[�]fi�e\n�gXk`\ek�
Zfddle`ZXk`fe�kffcj�Xj�n\cc�Xj�`dgifm\d\ekj�kf�\o`jk`e^�
`ek\ieXc�jpjk\dj%�

8�j\k�f]�m`jlXc�Zfddle`ZXk`fe�kffcj�nXj�jlYj\hl\ekcp�
[\m\cfg\[�kf�_\cg�jkX]]�Xe[�gXk`\ekj�kXcb�XYflk�d\cXefdX�`e�
^\e\iXc�Xe[�k_\�gXk`\ekËj�Zfe[`k`fe�jg\Z`ÔZXccp%

Example 

:fddle`ZXk`e^�n`k_�
d\cXefdX�gXk`\ekj
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@[\ek`]p`e^�k_\�b\p�gcXZ\j�n_\i\�gXk`\ek�Xe[�_\Xck_ZXi\��
j\im`Z\j�`ek\iXZk�Xe[�n_\i\�kf�dXb\�Z_Xe^\j��885a

SWIFT ideas��J\c\Zk`e^�Xe[�kiXej]fid`e^�`dgifm\d\ek�`[\Xj� 92

Service touchpoints and hotspots�

5b

Kffcj�kf�_\cg�
pfl�[\Z`[\�n`k_�
gXk`\ekj

87
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N_p�lj\�`k
K_`j�kffc�_\cgj�pfl�le[\ijkXe[�\oXZkcp�n_Xk�
dXb\j�pfli�j\im`Z\�nfib�]fi�gXk`\ekj%�

Befn`e^�n_`Z_�kflZ_gf`ekj�gXk`\ekj�mXcl\�dfjk�
_\cgj�pfl�[\Z`[\�n_`Z_�Xi\Xj�kf�gi`fi`k`j\�]fi�
`dgifm\d\ek#�Xe[�_fn�Y\jk�kf�[f�jf%

N_\e�kf�lj\�`k
K_\�Y\jk�k`d\�kf�lj\�k_`j�kffc�`j�X]k\i�pfl�
_Xm\�[\m\cfg\[�Xe�le[\ijkXe[`e^�f]�gXk`\ek�
\og\i`\eZ\j�Xe[�X�j\c\Zk`fe�f]�`dgifm\d\ek�`[\Xj%�

A touchpoint is any point of 
contact patients have with 
your service. Touchpoints 
may be tangible or provide 
tangible evidence of service. 

K_\j\�`eZcl[\�c\kk\ij�Xe[�YifZ_li\j#�n\Yj`k\j#�
j`^eX^\#�\hl`gd\ek�]fi�gXk`\ekj��jlZ_�Xj�^fnej �
Xe[�\m\e�k_\�Xgg\XiXeZ\�f]�]XZ`c`k`\j%�G\ijfeXc�
`ek\iXZk`fej��Yfk_�nfi[j�Xe[�XZk`fej �Xi\�f]k\e�
`dgfikXek�kflZ_gf`ekj�kff#�Y\ZXlj\�k_\p�Xi\�
ZilZ`Xc�kf�j\im`Z\�\og\i`\eZ\j%

8�_fkjgfk�`j�X�_`^_�mXcl\�kflZ_gf`ek�k_Xk�pfl�
ZXe�`dgifm\�hl`Zbcp�Xe[�\Xj`cp�Xe[�_Xj�j`^e`ÔZXek�
`dgXZk�fe�gXk`\ek�\og\i`\eZ\j�f]�k_\�j\im`Z\%�

@e�_\Xck_ZXi\�j\im`Z\j#�`dgifm\d\ek�`[\Xj�f]k\e�
`emfcm\�Z_Xe^\j�kf�Xe�\o`jk`e^�kflZ_gf`ek#�jlZ_�Xj�
lj`e^�Y\kk\i�g`Zkli\j�`e�Xe�\o`jk`e^�YifZ_li\%�K_\p�
dXp�Xcjf�`emfcm\�e\n�kflZ_gf`ekj#�jlZ_�Xj�lj`e^�
m`[\fj�`ejk\X[�f]�YifZ_li\j�kf�Zfddle`ZXk\�n`k_�
gXk`\ekj%�

Kffc�,X

J\im`Z\�kflZ_gf`ekj�
Xe[�_fkjgfkj

KflZ_gf`ekj�Xe[�\dfk`fej
“...these [touchpoints] are the points of contact 
with the service that are intensely ‘personal’ 
points on the journey, where one recalls being 
touched emotionally (feelings) or cognitively 
(deep and lasting memories) in some indelible 
kind of way”.  �9Xk\�Xe[�IfY\ik#�)''. %
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JlddXi`j\�n_Xk�pfl�befn�jf�
]Xi�XYflk�k_\�gXk`\ek�aflie\p
Lj`e^�k_\�`e]fidXk`fe�]ifd�pfli�\ogcfiXk`fe�f]�
gXk`\ek�\og\i`\eZ\j�Xe[�`dgifm\d\ek�`[\Xj#�Ôcc�
`e�k_\�Ôijk�k_i\\�Zfcldej�f]�k_\ touchpoint 
development template �gX^\�0' #�
jkXik`e^�n`k_�^ff[�Xe[�YX[�gXk`\ek�\og\i`\eZ\j�
f]�j\im`Z\j%�=fi�\XZ_�\og\i`\eZ\#�efk\�k_\�mXcl\j�
Xe[�XZk`fej�k_Xk�Zfeki`Ylk\�kf�`k#�k_\e�Xep�
i\c\mXek�`dgifm\d\ekj%�Efk\1�k_`j�d`^_k�kXb\�X�
]\n�j_\\kj�f]�gXg\i%��

@[\ek`]p�gfjj`Yc\�kflZ_gf`ekj
I\m`\n�k_\�Zfdgc\k\[ touchpoint 
development template �gX^\�0' �]fi�
\XZ_�\og\i`\eZ\�Xe[�`[\ek`]p�\o`jk`e^�Xe[&fi�
gfjj`Yc\�kflZ_gf`ek�`[\Xj%�

K_\j\�kflZ_gf`ekj�dXp�Y\1
�X �k_\�nXp�j\im`Z\�`j�Zlii\ekcp�[\c`m\i\[�fi�

�Y �nXpj�`k�Zflc[�Y\�[\c`m\i\[�Y\kk\i%�

@k�`j�c`b\cp�`ek\iXZk`fe$YXj\[�kflZ_gf`ekj��nfi[j�
Xe[�XZk`fej �Xi\�Xci\X[p�c`jk\[�`e�k_\�ÊmXcl\j�Xe[�
XZk`fejË�Zfclde#�Ylk�`k�`j�`dgfikXek�kf�`eZcl[\�
k_\d�`e�k_\�kflZ_gf`ek�`[\Xj�Zfclde�kff%

8eXcpj`j
Lj`e^�k_\ touchpoint analysis 
template��gX^\�0( #�XeXcpj\�\XZ_�kflZ_gf`ek�
`[\X�]fi�`kj�mXcl\�kf�Yfk_�gXk`\ekj�Xe[�pfli�
fi^Xe`jXk`fe%�Kf�[f�k_`j#�j`dgcp�kXb\�\XZ_�
kflZ_gf`ek�`e�pfli�c`jk�Xe[�gfj`k`fe�`k�fe�k_\�
[`X^iXd%�

K_`j�n`cc�`emfcm\�jfd\�[`jZljj`fe�fm\i�k_\�d\i`kj�
f]�\XZ_�kflZ_gf`ek#�Xe[�`k�`j�`dgfikXek�efk�kf�
ilj_�k_`j%�8j�pfl�[f�k_`j#�pfl�dXp�Ôe[�`k�lj\]lc�kf�
efk\�k_\�Zi`k\i`X�fi�ilc\j$f]$k_ldY�pfl�Xi\�lj`e^�
kf�[\Z`[\#�Xj�k_`j�_\cgj�pfl�b\\g�pfli�[\Z`j`fej�
Zfej`jk\ek%�N_\e�pfl�_Xm\�Zfm\i\[�Xcc�k_\�
kflZ_gf`ekj#�i\m`\n�pfli�[\Z`j`fej�fe\�cXjk�k`d\�
]fi�Zfej`jk\eZp%

@]�pfl�[`jZfm\i�e\n�`dgifm\d\ek�`[\Xj�Xe[�
XggifXZ_\j�[li`e^�k_\�XeXcpj`j#�X[[�k_\j\�kf�k_\�
touchpoint analysis template  
�gX^\�0( %�

@[\ek`]p�n_`Z_�kflZ_gf`ekj�kf�
]fZlj�fe
J_fikc`jk�k_\�_`^_\i�mXcl\�kflZ_gf`ekj��9fo\j�)�
Xe[�+ �Xe[�gi`fi`k`j\�k_fj\�`e�9fo�+%�K_\j\�Xi\�pfli�
_fkjgfkj�]fi�`dd\[`Xk\�Xkk\ek`fe%

01

02

03

04
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Kffc�,X(

Touchpoint development template

\og\i`\eZ\j

<ddY�VcY�WVY��
hZgk^XZ��
ZmeZg^ZcXZh

KVajZh�VcY�VXi^dch�
aZVY^c\�id�i]ZhZ

>begdkZbZci�^YZVh��
VcY�hj\\Zhi^dch

6XijVa�VcY��
ediZci^Va�idjX]ed^cih

mXcl\j�Xe[�XZk`fej `dgifm\d\ekj kflZ_gf`ek�`[\Xj

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc,X(%g[]
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Kffc�,X)

Touchpoint analysis template

?`^_�mXcl\�kf�gXk`\ekj�Xe[��
cfn�mXcl\�kf�fi^Xe`jXk`fe

\%^%#�jkX]]�m`j`k�gXk`\ekj�`e�k_\`i�_fd\j

?`^_�mXcl\�kf�gXk`\ekj��
Xe[�kf�fi^Xe`jXk`fe

\%^%#�knf$nXp�Zfddle`ZXk`fe�Y\kn\\e��
gXk`\ekj�Xe[�jkX]]�$�\]ÔZ`\ek�Xe[�\]]\Zk`m\

Cfn�mXcl\�kf�gXk`\ekj��
Xe[�kf�fi^Xe`jXk`fe

\%^%#�YifZ_li\j�$�k_\i\�Xi\�kff�dXep�Xci\X[p

Cfn�mXcl\�kf�gXk`\ekj�Xe[��
_`^_�mXcl\�kf�fi^Xe`jXk`fe
\%^%#�`ek\i$[\gXikd\ekXc�gifkfZfcj

2 4

1 3

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc,X)%g[]
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SWIFT stands for Strengths, 
Weaknesses, Individuality, 
Fixes and Transformation. 
<XZ_�`dgifm\d\ek�`[\X�`j�Xjj\jj\[�]fi�`kj�jki\e^k_j�
Xe[�n\Xbe\jj\j#�Xe[�`kj�`e[`m`[lXc`kp��n_Xk�dXb\j�
`k�[`]]\i\ek %�=`o\j��jfclk`fej�kf�k_\�n\Xbe\jj\j �
Xi\�`[\ek`Ô\[�Xe[�k_\�`dgifm\d\ek�`[\X�`j�
kiXej]fid\[��Z_Xe^\[ %

�
N_p�lj\�`k
K_\�JN@=K�kffc�\eXYc\j�pfl�kf1

�� KXb\�X�Zfej`[\i\[�XggifXZ_�kf�Xcc�`dgifm\d\ek�
`[\Xj�`eZcl[`e^�flk�f]�k_\�Yfo�fe\j%�

�� 8jj\jj`e^�pfli�`[\Xj�X^X`ejk�j\k�Zi`k\i`X%

�� DXb\�ifYljk#�n\cc$`e]fid\[�Xe[�kiXejgXi\ek�
[\Z`j`fej�XYflk�j\im`Z\�`dgifm\d\ekj%�

�� J\c\Zk�k_\�dfjk�m`XYc\�`dgifm\d\ekj�]ifd��
X�cXi^\i�c`jk�Xe[�`dgifm\�k_\d%

N_\e�kf�lj\�`k
Lj\�JN@=K�n_\e�pfl�_Xm\�X�eldY\i�f]�^ff[�
gfk\ek`Xc�`dgifm\d\ekj�pfl�e\\[�kf�[\m\cfg��
Xe[�g\i_Xgj�gi`fi`k`j\%�

 

Kffc�,Y

JN@=K�`[\Xj

@[\ek`]p�Xe[�c`jk�pfli�
`dgifm\d\ekj

=fi�\XZ_�`dgifm\d\ek�
Zfdgc\k\�k_\�swift analysis 
template �gX^\�0*  

@[\ek`]p�n_`Z_�`dgifm\d\ekj�
kf�gi`fi`k`j\
I\m`\n�k_\�c`jk�]fi�`dgifm\d\ekj�k_Xk�Xi\�
_`^_\i�mXcl\�]fi�Yfk_�gXk`\ekj�Xe[�jkX]]%�

01

02

03

I^eh
��=VkZ�hdbZdcZ�dlc�VcY�X]Vbe^dc�ZVX]�^begdkZbZci�Yjg^c\�i]Z�hZhh^dc#�
��@ZZe�ndjg�YZhXg^ei^dch�d[�higZc\i]h!�lZV`cZhhZh!�^cY^k^YjVa^in��

VcY�ÒmZh�hjXX^cXi�Ä�V�[Zl�ldgYh�Vi�bdhi#�
��6aadl�Vcni]^c\�[gdb�&*�b^cjiZh�id�Vc�]djg�eZg�^begdkZbZci��
�^i�YZeZcYh�dc�Wdi]�i]Z�^begdkZbZci�VcY�i]Z�h^oZ�d[�ndjg�iZVb�#�
��Hea^i�ndjg�HL>;I�ZmZgX^hZ�^cid�V�cjbWZg�d[�Wg^Z[�hZhh^dch�gVi]Zg��

i]Vc�Vc�ZmiZcYZY�dcZ�^[�edhh^WaZ��i]^h�`ZZeh�eZdeaZ�[gZh]�#
��BV`Z�hjgZ�ndjg�[dXjh�dc�higZc\i]h�VcY�^cY^k^YjVa^in��

^h�WVaVcXZY�l^i]�lZV`cZhhZh�VcY�ÒmZh#�
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�� @[\ek`]p�b\p�jki\e^k_j�Xe[�n\Xbe\jj\j�
f]�\XZ_�`dgifm\d\ek%�Jki\e^k_j�Xi\�
kpg`ZXccp�k_\�hlXc`k`\j�k_Xk�dXb\�k_\�`[\X�
XkkiXZk`m\#�n_`c\�n\Xbe\jj\j�Xi\�k_fj\�
k_Xk�dXp�ZXlj\�[`]ÔZlckp�Xe[&fi�`eZcl[\�
\c\d\ekj�k_Xk�dXp�e\\[�kf�Y\�gi\m\ek\[�
fi�i\jfcm\[%�9\nXi\�f]�\dg_Xj`j`e^�
n\Xbe\jj\j�Xe[�[`]ÔZlck`\j�fm\i�
jki\e^k_j�$�Y\�gfj`k`m\�XYflk�k_\�`[\X%

�� <ogcfi\�n_Xk�dXb\j�\XZ_�`dgifm\d\ek�

\jg\Z`Xccp�`e[`m`[lXc�Æ�e\n#�[`]]\i\ek#�
Y\kk\i�Xe[&fi�fi`^`eXc%�

�� Gi`fi`k`j\�k_\�n\Xbe\jj\j�Xe[�YiX`ejkfid�
nXpj�kf�Ôo�k_\�b\p�fe\j#�k_\e�fk_\ij%��
9\�jg\Z`ÔZ�`e�X[[i\jj`e^�\XZ_�n\Xbe\jj�
Æ�Xmf`[�ZfdY`e`e^�k_\d�le[\i�fe\�
Ôo%�K_\�X`d�`j�kf�jki\e^k_\e#�\mfcm\�
Xe[�[\m\cfg�k_\�`dgifm\d\ek��efk�kf�
Ôe[�]lik_\i�i\Xjfej�n_p�`k�ZXeËk�nfib %�
9\nXi\�f]�Xjjld`e^�Xep�gXik`ZlcXi�

n\Xbe\jj�`j�`dgfjj`Yc\�kf�jfcm\#�
Xe[�efk\�Xep�Z`iZldjkXeZ\j�n_\i\�
n\Xbe\jj\j�d`^_k�efk�Xggcp�fi�Y\�\Xj`\i�
kf�i\jfcm\%�

�� ÊKiXej]fidË�k_\�`dgifm\d\ek�`ekf�`kj�
ÔeXc�]fid%�Kf�[f�k_`j#�i\m`\n�pfli�nfib�
fe�`k��Xj�XYfm\ �Xe[�i\ni`k\�`e�X�j`e^c\�
j`dgc\�jkXk\d\ek%

Template Instructions

Kffc�,Y

SWIFT analysis template

@dgifm\d\ek�`[\X
\%^%#�e\n�`e]fidXk`fe�YifZ_li\

Jki\e^k_j
\%^%#�cfkj�f]�`e]fidXk`fe

N\Xbe\jj\j
\%^%#�efk�jg\Z`ÔZ�\efl^_�]fi��
gXk`\ekj#�kff�dXep�nfi[j#��

n`cc�gXk`\ekj�le[\ijkXe[�`k6

@e[`m`[lXc`kp
\%^%#�`eZfigfiXk\j�EQ&DXfi`��

g\ijg\Zk`m\#�Zfcfli]lc

=`o\j
\%^%#�\dg_Xj`j\�`ek\ig\ijfeXc�

Zfddle`ZXk`fe�Y\kn\\e�gXk`\ekj��
Xe[�Zc`e`Z`Xej#�dXb\�dfi\�`dd\[`Xk\

KiXej]fidXk`fe
\%^%#�lj\�m`jlXc�kffcj�`eZcl[`e^��

g`Zkli\j�Xe[�[`X^iXdj#��
lj\�gXk`\ek�jkfi`\j

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc,Y%g[]

93

TOOLKIT_FINAL_FILE.indd   93 10/7/10   2:40:38 PM



TOOLKIT_FINAL_FILE.indd   94 10/7/10   2:40:38 PM



Prototyping��Ki`Xcc`e^�Xe�`e`k`Xk`m\�kf�j\\�_fn�`k�nfibj  98

The biggest difference��@[\ek`]p`e^�k_\�`dgXZk�Xe�`dgifm\d\ek�ZXe�dXb\��fi�_Xj�dX[\ �fe�gXk`\ekj��104

Service blueprints��=`eXc`j`e^�Xe[�[fZld\ek`e^�k_\�j\im`Z\�`dgifm\d\ekj  108

Kffcj�kf�_\cg�
pfl�Z_Xe^\�n`k_�
gXk`\ekj

6a

6b

6c
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N_p�lj\�`k
Gifkfkpg`e^�ZXe�Y\�lj\[�kf�k\jk�e\n�gifZ\jj\j#�
gif[lZkj�fi�j\im`Z\j�kf�j\\�`]�k_\p�n`cc�nfib%��

N_\e�kf�lj\�`k
Gifkfkpg`e^�`j�lj\[�k_ifl^_flk�k_\�[\j`^e�gifZ\jj%�
<Xicp�gifkfkpg\j��jlZ_�Xj�ZfeZ\gkj#�[\jZi`gk`fej#�
jb\kZ_\j�Xe[�[`X^iXdj �Xi\�m\ip�lj\]lc�]fi�c\Xie`e^�
dfi\�XYflk�`[\Xj�Xe[�_fn�Y\jk�kf�[\m\cfg�k_\d�
]lik_\i%�CXk\i�gifkfkpg\j��jlZ_�Xj�[iX]kj#�ifc\�gcXpj�
fi�g_pj`ZXc�dfZb$lgj �Xi\�Zi`k`ZXc�]fi�dXb`e^�jli\�
`dgifm\d\ekj�Xi\�nfib`e^�Xj�k_\p�j_flc[�kf�`dgifm\�
gXk`\ek�\og\i`\eZ\j%�Gifkfkpg`e^�`j�X�m\ip�lj\]lc�nXp�f]�
\e^X^`e^�`e�c\Xie`e^�n`k_�jkXb\_fc[\ij�Xe[�jk`dlcXk`e^�
Zi\Xk`m`kp%�

A prototype is a rough draft 
of an improvement. Many 
kinds of prototypes are used 
throughout improvement work 
(ranging from a simple verbal 
description of the improvement 
through to a full mock-up). 

Gifkfkpg\j�ZXe�\m\e�Y\�dX[\�aljk�kf�_\cg�pfl�c\Xie%�
K_\�b\p�n`k_�Xcc�gifkfkpg\j�`j�kf�Y\�Zc\Xi�XYflk�n_Xk�
pfl�e\\[�kf�c\Xie�Xe[�n_f�]ifd%

Gifkfkpg`e^�j`dgcp�d\Xej�lj`e^�X�Êifl^_�[iX]kË�f]�
Xe�`dgifm\d\ek�fi�X�kflZ_gf`ek�kf�c\Xie�dfi\�
XYflk�`k%��Gifkfkpg`e^�]fi�j\im`Z\j�ZXe�j\\d�[`]ÔZlck�
Y\ZXlj\�k_\p�i\cp�fe�`ekXe^`Yc\�gifZ\jj\j#�jlZ_�Xj�
i\cXk`fej_`gj�n`k_�g\fgc\%�=fi�\oXdgc\#�gXk`\ekj�nXek�
kf�\og\i`\eZ\�`ekXe^`Yc\�kflZ_gf`ekj�jlZ_�Xj�nXid�
jd`c\j#�`e]fidXk`m\�Zfem\ijXk`fej�Xe[�_\cg]lc�XZk`fej%�
9lk�`e�]XZk�gifZ\jj\j�kpg`ZXccp�`emfcm\�dXep�kXe^`Yc\�
kflZ_gf`ekj#�jlZ_�Xj�c\kk\ij#�^fnej#�j`^eX^\�Xe[�
`e]fidXk`fe�Yffbc\kj%�

Jf�k_\i\�Xi\�knf�YifX[�kpg\j�f]�gifkfkpg`e^�Æ�k_\�
]`ijk�]fi�`ekXe^`Yc\�\c\d\ekj�Xe[�k_\�j\Zfe[�]fi�
kXe^`Yc\�fe\j%

Kffc�-X

Gifkfkpg`e^

I^eh�
>c�Xd"YZh^\c�ldg`�^i�^h�^bedgiVci�cdi�
id�heZcY�V�adi�d[�i^bZ�VcY�bdcZn�dc�

^cY^k^YjVa�egdidineZh#�L]Zc�ldg`^c\�l^i]�
hiV`Z]daYZgh!�V�egdidineZ�dcan�cZZYh�id�WZ�
\ddY�Zcdj\]�[dg�ZkZgndcZ�id�aZVgc�[gdb#�
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Jg\Z`]p�n_fd�k_\�
`dgifm\d\ek�`[\X�`j�]fi�Xe[�
n_Xk�pfl�nXek�kf�c\Xie
8cnXpj�jkXik�gifkfkpg`e^�Yp�ZcXi`]p`e^�
n_f�\oXZkcp�k_\�`dgifm\d\ek�`[\X�`j��
]fi�$�Y\�Xj�jg\Z`ÔZ�Xj�pfl�ZXe%�

=fi�\oXdgc\#�n_\e�[\m\cfg`e^�X�gXk`\ek�
YifZ_li\#�pfli�b\p�gXk`\ek�d`^_k�Y\�X�g\ijfe�
n_f�befnj�m\ip�c`kkc\�Xe[�`j�Zfe]lj\[%�K_\�
e\ok�jk\g�`j�kf�jg\Z`]p�n_Xk�pfl�nXek�kf�
c\Xie#�<m\e�`]�pfl�_Xm\�X�cfk�f]�hl\jk`fej#�
]fZlj�fe�fe\�`i�knf�Xk�X�k`d\%�=fi�\oXdgc\#�`]�
pfl�_Xm\��X�[iX]k�YifZ_li\�]fi�gXk`\ekj�n_f�
befn�m\ip�c`kkc\#�Ôe[�Xe�Xggifgi`Xk\�gXk`\ek�
Xe[�Xjb�k_\d�kf�_\cg�pfl�n`k_�fe\�\c\d\ek�
jlZ_�Xj�k_\�g`Zkli\j�Xe[�[`X^iXdj%

J\c\Zk�Xe[�[\m\cfg�k_\�
j`dgc\jk�gifkfkpg\
��� Lj\�k_\ prototype selection 

template �gX^\�('' �kf�_\cg�pfl�`e[�
k_\�j`dgc\jk�gfjj`Yc\�gifkfkpg\%�Efk\1�k_\�
\Xic`\i�pfl�jkXik�gifkfkpg`e^�k_\�Y\kk\i�
pfli�cXk\i�gifkfkpg\j�Xi\�c`b\cp�kf�Y\

��� Pfl�ZXe�[\m\cfg�kXe^`Yc\�gifkfkpg\j�lj`e^�
dXk\i`Xcj�jlZ_�Xj�gXgX\i#�ZXi[YfXi[#�Zcfk_#�
gcXjk`Z#�c\^f#�gfcpjkpi\e\�Xe[�jf�fe

��� Pfl�ZXe�[\m\cfg�kXe^`Yc\�gifkfkpg\j�lj`e^�
[`X^iXdj�Xe[�ifc\$gcXpj��j\\�scenarios 
and personas#�gX^\�./ %

01

02

03 ;\m\cfg�k_\�gifkfkpg\�Xj�
hl`Zbcp�Xe[�Z_\Xgcp�Xj�gfjj`Yc\

K\jk�k_\�gifkfkpg\�
K\jk�k_\�gifkfkpg\�Xj�dXep�k`d\j�Xj�pfl�e\\[�
lek`c�pfl�efk`Z\�X�gXkk\ie�`e�k_\�nXpj�g\fgc\�
i\jgfe[�kf�`k%�Pfl�ZXe�X[Xgk�kffcj�jlZ_�Xj�
SWIFT ideas �gX^\�0) �Xe[�the�biggest 
difference �gX^\�('+ ��kf�Xjj\jj�k_\�
gifkfkpg\j%

Lj\�k_\�gifkfkpg\�\mXclXk`fe�k\dgcXk\�kf�_\cg�
pfl�[fZld\ek�pfli�Ôe[`e^j%

N_`c\�pfl�Xi\�]i\j_�]ifd�pfli�
Ôe[`e^j�n`k_�k_`j�gifkfkpg\#�
YiX`ejkfid�`[\Xj�]fi�k_\�e\ok�
fe\

04

05
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;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc-X(%g[]

Kffc-X(

Prototype selection template

4 5 6

Gifkfkpg\1�
Aljk�Xe�`e`k`kXc�`[\X�

��g\i_Xgj�]ifd�X�YiX`ejkfid 

C\Xie`e^1��
8jb`e^�jkXb\_fc[\ij�n_Xk�k_\p��

dXb\�f]�`k

1 2 3

Gifkfkpg\1�
8�ZfeZ\gk�[\jZi`gk`fe�$�X��

n\cc$[\m\cfg\[�`[\X��
n`k_�jfd\�[\kX`c

C\Xie`e^1��
8jb`e^�jkXb\_fc[\ij�kf�Xjj\jj�`k

Gifkfkpg\1�
8�[iX]k�fi�jb\kZ_�$�X�ifl^_�m`jlXc��
jlZ_�Xj�X�jb\kZ_#�[`X^iXd�fi�dXg

C\Xie`e^1��
8jb`e^�jkXb\_fc[\ij�kf�`dX^`e\��

_fn�`k�nflc[�nfib

Gifkfkpg\1�
8�ifl^_�kXe^`Yc\�m\ij`fe�$�X�ifl^_�

ni`kk\e#�m`jlXc�fi�g_pj`ZXc�]fid

C\Xie`e^1��
8jb`e^�jkXb\_fc[\ij�kf�XZk��

flk�[f`e^&lj`e^�`k

Gifkfkpg\1�
8�]lcc�m\ij`fe�$�Xe�\oXdgc\�f]��

k_\�ÔeXc�m\ij`fe

C\Xie`e^1��
8jb`e^�jkXb\_fc[\ij�kf�lj\&[f��

`k�`e�XZklXc�Zfek\okj

Gifkfkpg\1�
K_\�i\Xc�k_`e^�$�Xepk_`e^�]ifd��

X�YXj`Z�kf�X�]lcc�m\ij`fe

C\Xie`e^1��
8jb`e^�jkXb\_fc[\ij�kf�lj\&[f��

`k�`e�XZklXc�Zfek\okj
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Waitemata DHB needed new 
mammography gowns. The 
project team organised a 
workshop with staff, patients 
and design students to help 
develop new ones. 
K_\�nfibj_fg�jkXik\[�Yp�\ogcfi`e^�gifYc\dj�
n`k_�\o`jk`e^�^fnej%�K_\e�\`^_k�k\Xdj�
f]�gXk`\ekj#�jkX]]�Xe[�jkl[\ekj�`[\ek`Ô\[�
n_Xk�Xe�`dgifm\[�^fne�d`^_k�Y\�c`b\�Xe[�
YiX`ejkfid\[�`[\Xj%�K_\j\�\`^_k�Ê`[\Xj�f]�Xe�
`dgifm\[�^fneË�n\i\�k_\�Ôijk�gifkfkpg\j�
Æ�\XZ_�k\Xd�\mfcm\[�k_\`ij�j`dgcp�Yp�
i\Õ\Zk`e^�fe�`k�Xe[�i\Ôe`e^�k_\�`[\X%�

8�j\Zfe[�j\k�f]�gifkfkpg\j�nXj�[\m\cfg\[�Yp�
jb\kZ_`e^�k_\�^fnej�Æ�k_`j�nXj�i\g\Xk\[�lek`c�k_\�
cffb�Xe[�]\Xkli\j�f]�k_\�^fne�j\\d\[�fgk`dXc�kf�
gXk`\ekj�Xe[�jkX]]%�

8�k_`i[�j\k�f]�gifkfkpg\j�nXj�[\m\cfg\[�Yp�
dfZb`e^�lg�^fnej�lj`e^�c`^_kn\`^_k�dXk\i`Xc#�
Zlk�kf�j_Xg\�Xe[�_\c[�kf^\k_\i�n`k_�jkXgc\j�Xe[�
J\ccfkXg\%�GXk`\ekj�`e�k_\�k\Xdj�XZk\[�Xj�Yfk_�
df[\cj�Xe[�X[m`jfij�kf�_\cg�\mfcm\�^fnej�k_Xk�
Zflc[�Yfk_�cffb�Xe[�nfib�n\cc%

8�]flik_�j\k�f]�gifkfkpg\j�nXj�[\m\cfg\[�Yp�
jkl[\ekj�Xj�X�Zflij\nfib�Xjj`^ed\ek%�K_`j�m\ij`fe�
lj\[�dXk\i`Xcj�Xe[�j\n`e^�Xggifgi`Xk\�]fi�X�i\Xc�
^fne%�8�Ê]Xj_`fe�j_fnË�nXj�_\c[#�`e�n_`Z_�gXk`\ekj�

Xe[�jkX]]�df[\cc\[�k_\�\`^_k�gifkfkpg\j%�K_\�
^fnej�n\i\�al[^\[�Xe[�k_i\\�Z_fj\e�fe�jkpc\#�
]leZk`feXc`kp�Xe[�fm\iXcc�gfglcXi`kp%

8�Ô]k_�j\k�f]�gifkfkpg\j�nXj�[\m\cfg\[�kf�g`cfk�
]fli�[`]]\i\ek�gfjj`Yc\�^fnej�`e�dXddf^iXg_p�
jZXe�Zc`e`Zj%�GXk`\ekj�j\c\Zk\[�fe\�f]�k_\�]fli�Xe[�
lj\[�k_\d�[li`e^�k_\`i�jZXe%�K_\p�k_\e�Ôcc\[�`e�X�
j`dgc\�jlim\p�iXk`e^�k_\�^fne�fe�b\p�]\Xkli\j�Xe[�
Z_\Zb`e^�]fi�Xep�ÔeXc�i\Ôe\d\ekj%�I\jlckj�j_fn\[�
fe\�^fne��n`k_�d`efi�i\Ôe\d\ekj �nXj�jkife^cp�
gi\]\ii\[�Yp�gXk`\ekj�Xe[#�Xj�`k�_Xgg\e\[#�jkX]]�
gi\]\ii\[�k_`j�m\ij`fe�Xj�n\cc%

K_\�ÔeXc�^fne�`j�k_\�i\jlck�f]�Ôm\�[`]]\i\ek�
gifkfkpg\j�Xe[�XYflk�*-�[`]]\i\ek�m\ij`fej�f]�X�
j`dgc\�dXddf^iXg_p�^fne%

 

Example 

DXddf^iXg_p�^fne�[\j`^e

I^eh
��Egdidine^c\�^h�WZhi�l]Zc�i]Z�ZmZgX^hZ�
^ihZa[�^h�kZgn�[dXjhZY�Ä�i]Z�bdgZ�[dXjhZY�
i]Z�[VhiZg�VcY�ZVh^Zg�aZVgc^c\�^h#

��Egdidine^c\�^h�WZhi�l]Zc�eZdeaZ�XVc�eaVn�l^i]�VcY�
ZVh^an�VaiZg�i]Z�egdidineZ�id�gZÓZXi�i]Z^g�ÒcY^c\h�VcY�
Vaadl�i]Zb�id�ign�dji�cZl�^YZVh#�I]Z�gZhjai�b^\]i�WZ�Vc�
^begdkZbZci�dg�Vc�^YZV�[dg�V�cZl�VcY�WZiiZg�egdidineZ#
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Kffc�-X)

Prototype evaluation template

B\p�lj\i�j 
\%^%#�gXk`\ek�_Xm`e^��

X�dXddf^iXd

B\p�hl\jk`fej&c\Xie`e^j��
e\\[\[

\%^%#�n_Xk�[\j`^e�nfibj�Y\jk��
]fi�gXk`\ekj�Xe[�jkX]]

B\p�n\Xbe\jj\j
\%^%#�]Xccj�fg\e�kff�\Xj`cp#��

fe\�j`q\�fecp#�dXb\j�gXk`\ekj��
]\\c�leZfd]fiXkXYc\

B\p�ljlX^\�jZ\eXi`f�j 
\%^%#�gXk`\ek�j\Xk\[�n_`c\�nX`k`e^#�

gXk`\ek�_Xm`e^�X�dXddf^iXd

B\p�jki\e^k_j
\%^%#�\Xjp�kf�cXle[\i#��

[liXYc\�dXk\i`Xc

@[\Xj�kf�`dgifm\��
gifkfkpg\&Zi`k\i`X�]fi�

�e\ok�gifkfkpg\
\%^%#�[`]]\i\ek�jc\\m\�[\j`^e#��
Y\kk\i�k`\j#�dfi\�XkkiXZk`m\��

kf�gXk`\ekj#�_\cgj�i\kX`e��
gXk`\ek�[`^e`kp

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc-X)%g[]
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È@�k_`eb�`k�_Xj�Y\\e�Xe�
\oZ\cc\ek�gifZ\jj%�8cfe^�
k_\�nXp�`k�_Xj�nfib\[�
]ifd�k_\�^\e\iXc�kf�k_\�
jg\Z`ÔZ�Xe[�`e�k_Xk�nXp�
`k�_Xj#�k_\i\]fi\#�efk�aljk�
Y\\e�X�ilYY\i$jkXdg`e^�
gifZ\jj%É- Patient.
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N_p�lj\�`k
K_`j�kffc�`j�`dgfikXek�Y\ZXlj\�`k�]fZlj\j�fe�k_\�
gXk`\ekËj�\og\i`\eZ\%�@k�`j�[\j`^e\[�kf�Xccfn�pfl�kf�
\ogcfi\�Xe�`dgifm\d\ek�n`k_flk�e\\[`e^�[\kX`c\[�
befnc\[^\�f]�k_\�Êfi`^`eXcË��gi\$`dgifm\d\ek �
\og\i`\eZ\%�9lk�n`k_�k_`j�befnc\[^\#�`k�[f\j�Xccfn�
pfl�kf�ZfdgXi\�Xe[�ZfekiXjk�k_\�e\n�\og\i`\eZ\j�
n`k_�k_\�fi`^`eXc%�

N_\e�kf�lj\�`k
Pfl�ZXe�lj\�k_`j�kffc�kf�\mXclXk\�X�gifkfkpg\�fi�
g`cfk�m\ij`fe�f]�Xe�`dgifm\d\ek#�fi�kf�dfe`kfi�
k_\�g\i]fidXeZ\�f]�Xe�`dgifm\d\ek�X]k\i�
`dgc\d\ekXk`fe%�

The biggest difference tool 
provides evidence of what 
difference an improvement  
has made (or will make) to  
a patient’s experience. 
@k�Xcjf�_\cgj�`[\ek`]p�k_\�b\p�Xjg\Zkj�f]�k_\�
\og\i`\eZ\�k_Xk�_Xm\�Y\\e��fi�n`cc�Y\ �Z_Xe^\[�
Xe[�n_Xk�gXik�f]�k_\�j\im`Z\�dX[\��fi�`j�c`b\cp�
kf�dXb\ �k_\�[`]]\i\eZ\%�

Kffc�-Y

K_\�Y`^^\jk�[`]]\i\eZ\

Hl\jk`fej�kf�Xjb��
XYflk�`dgifm\d\ekj1
��� N_Xk�`j�[`]]\i\ek�XYflk�k_`j�`dgifm\d\ek�]fi�pfl6��

NXj�Xepk_`e^�\cj\�[`]]\i\ek6�RI\g\Xk�lek`c�k_\p�jXp�ÊefË%T

��� N_Xk�\]]\Zkj#�^ff[�Xe[�YX[#�[`[�ReXd\�fe\�[`]]\i\eZ\�
k_\p�d\ek`fe\[T�_Xm\�]fi�pfl6�RI\g\Xk�lek`c�Xcc�
[`]]\i\eZ\j�_Xm\�Y\\e�Z_\Zb\[%T

�� N_Xk�nXj�k_\�Y`^^\jk�[`]]\i\eZ\�k_\�`dgifm\d\ek�dX[\�
]fi�pfl6�

��� N_Xk�\]]\Zkj#�^ff[�Xe[�YX[#�[`[�k_`j�Y`^^\jk�[`]]\i\eZ\�
_Xm\�]fi�pfl6�N_Xk�n\i\�k_\�\]]\Zkj�[li`e^�pfli�k`d\j�
Xk�_fd\�Xe[�`e�k_\�i\jk�f]�pfli�c`]\#�Xj�n\cc�Xj�`e�k_\�
j\im`Z\6

��� N_Xk�`[\Xj�Xe[�jl^^\jk`fej�[f�pfl�_Xm\�XYflk�dXb`e^�
k_`j�[`]]\i\eZ\�\m\e�Y`^^\i�Xe[�Y\kk\i�]fi�pfl6�
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<eZfliX^\�gXk`\ekj�kf�i\Õ\Zk�fe�
k_\�`dgifm\d\ek�
Nfib�ZXi\]lccp�n`k_�gXk`\ekj�k_ifl^_�k_\�
hl\jk`fej�fe�gX^\�0+�kf�_\cg�k_\d�\mXclXk\�k_\�
`dgifm\d\ek%�K_\�hl\jk`fej�e\\[�kf�Y\�gXZ\[�
ZXi\]lccp�jf�gXk`\ekj�_Xm\�k`d\�kf�i\Õ\Zk�fe�Xe[�
Xejn\i�k_\d�]lccp%�Jfd\�gXiXg_iXj`e^�Xe[�dlZ_�
\eZfliX^\d\ek�j_flc[�Y\�lj\[%

;fZld\ek�pfli�Ôe[`e^j�XYflk�
k_\�\og\i`\eZ\j�ZXi\]lccp%��
Lj\�the biggest difference 
template��gX^\�('- �kf�_\cg�
pfl�[f�k_`j

@[\ek`]p�Z_Xe^\j�kf�`dgifm\�
\og\i`\eZ\
I\m`\n�pfli�Ôe[`e^j%�@[\ek`]p�nXpj�kf�i\[lZ\�
e\^Xk`m\�\]]\Zkj�Xe[�XZZ\eklXk\�gfj`k`m\�\]]\Zkj�
f]�k_\�`dgifm\d\ek%

@[\ek`]p�k_\�b\p�lj\ij�f]�k_\�
`dgifm\d\ek��gXk`\ekj�Xi\�lj\[�
Xj�X�^\e\iXc�^iflg�`e�k_\�jk\gj�
Y\cfn 
DXb\�jli\�pfl�_Xm\�`[\ek`Ô\[�k_\�kpg\j�f]�gXk`\ekj�
Xe�`dgifm\d\ek�`j�[\j`^e\[�]fi%�@k�gXpj�kf�j\c\Zk�
X�iXe^\�f]�kpg\j�kf�Z_\Zb�k_\�`dgifm\d\ek�`j�
nfib`e^�\hlXccp�n\cc�]fi�Xcc#�fi�kf�Xjj\jj�k_Xk�`k�`j�
nfib`e^�Y\jk�]fi�k_fj\�n_f�e\\[�`k�dfjk��n`k_flk�
Zfdgifd`j`e^�k_\�j\im`Z\�]fi�fk_\ij %

?Xm\�gXk`\ekj�\og\i`\eZ\�k_\�
`dgifm\d\ek
Pfl�ZXe�j\k�lg�k_\�\og\i`\eZ\�Yp�lj`e^�
prototyping��gX^\�0/ #�fi�Yp�nfib`e^�n`k_�
gXk`\ekj�n_f�_Xm\�\og\i`\eZ\[�k_\�`dgifm\d\ek�
[li`e^�XZklXc�j\im`Z\�[\c`m\ip%�<`k_\i�nXp#�`k�_\cgj�kf�
fYj\im\�k_\d�_Xm`e^�k_\�\og\i`\eZ\��j\\ patient 
shadowing#�RgX^\�+-T �kf�c\Xie�Ôijk�_Xe[�n_Xk�
_Xgg\ej%

?Xm\�gXk`\ekj�k\cc�pfl�XYflk�k_\`i�
\og\i`\eZ\�Xe[�k_\e�i\Õ\Zk�fe�
k_\�`dgifm\d\ek�
8jb�gXk`\ekj�kf�k\cc�pfl�k_\�jkfip�f]�k_\`i�
\og\i`\eZ\j�n`k_�k_\�`dgifm\d\ek��j\\�patient 
stories�RgX^\�-'T %�Lj\�fg\e$\e[\[#�efe$jg\Z`ÔZ�
hl\jk`fej�`em`k`e^�k_\�gXk`\ek�kf�i\$\og\i`\eZ\�`k�]lccp%�

I\Zfi[`e^�gXk`\ek�jkfi`\j�fe�m`[\f�`j�X�m\ip�lj\]lc�
nXp�f]�ZXgkli`e^�Zi`k`ZXc�Xjg\Zkj�f]�k_\�\og\i`\eZ\%�

01
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kffc�-Y

The biggest difference template

B\p�Lj\ij
N_Xk�nXj�[`]]\i\ek�XYflk�

`dgifm\d\ek N_Xk�\]]\Zkj�k_`j�_X[

A^hi�`Zn�jhZgh A^hi�Y^[[ZgZcXZh A^hi�Z[[ZXih�d[�ZVX]�Y^[[ZgZcXZ

N_Xk�dX[\�k_\�Y`^^\jk�[`]\i\eZ\ N_Xk�\]]\Zkj�k_`j�_X[

9ZiV^a�i]Z�W^\\Zhi�Y^[[ZgZcXZ 9ZiV^a�i]Z�Z[[ZXih�i]^h�]VY

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc-Y%g[]
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Example 

 

:fddle`ZXk`fe�
kflZ_gf`ekj
During the Colorectal Cancer 
Service Improvement Project at 
Waitemata DHB, patient surveys 
indicated communication 
between staff and patients was 
a core service element. 

@e�jlYj\hl\ek�nfib�fe�n`k_�k_\�9i\Xjk�Xe[�
D\cXefdX�j\im`Z\j#�Zfddle`ZXk`fe�nXj�Xcjf�
]fle[�kf�Y\�`dgfikXek%

;li`e^�k_\j\�gifa\Zkj�n\�c\Xie\[�kf�Xjb�gXk`\ekj�Xk�
\m\ip�fggfikle`kp1�ÊN_Xk�dXb\j�k_\�Y`^^\jk�[`]]\i\eZ\�
]fi�pfl�`e�Zfddle`ZXk`e^�n`k_�jkX]]6Ë�

K_`j�j`e^c\�hl\jk`fe�i\g\Xk\[cp�^Xm\�lj�[\\g\i�`ej`^_kj�
Xe[�i`Z_\i�`[\Xj�XYflk�Zfddle`ZXk`e^�n`k_�gXk`\ekj%�
=fi�\oXdgc\#�n\�c\Xie\[�k_Xk�n_\e�gXk`\ekj�jXp�
ÊZfddle`ZXk`feË#�k_\p�ljlXccp�d\Xe�Zfem\ijXk`fej�n`k_�
jkX]]%�N\�c\Xie\[�k_Xk�dfjk�gXk`\ekj�]Xmfli�g\ijfeXc#�
`ek\iXZk`m\#�k`d\cp�Zfddle`ZXk`fej�Æ�Êk_\�i`^_k�
`e]fidXk`fe#�Xk�k_\�i`^_k�k`d\#�`e�k_\�i`^_k�nXpË%�K_`j�
gifdgk\[�lj�kf�\ogcfi\�`[\Xj�]fi�\eZfliX^`e^�lj\]lc�
Zfem\ijXk`fej�Y\kn\\e�gXk`\ekj�Xe[�jkX]]��iXk_\i�k_Xe�
]fZlj`e^�jfc\cp�fe�Y\kk\i�YifZ_li\j#�]fi�\oXdgc\ %�

8e[�jf�n\�c\Xie\[�k_Xk�j`dgc\�hl\jk`fej#�jlZ_�Xj�
Ên_XkËj�[`]]\i\ek6Ë�Xe[�Ên_XkËj�k_\�Y`^^\jk�[`]]\i\eZ\6Ë#�
Xcfe^�n`k_�ZXi\]lc�c`jk\e`e^#�ZXe�c\X[�kf�m\ip�i`Z_�
j\im`Z\�`dgifm\d\ek�`ej`^_kj�Xe[�`[\Xj%�

�

I^eh
��JhZ�i]^h�idda�id�ZmeadgZ�l^i]�i]Z�eVi^Zci�VcY�Vkd^Y�
bV`^c\�i]Zb�Yd�Vaa�i]Z�ldg`#�I]Z�fjZhi^dch�[dXjh�
V�\gZVi�YZVa�d[�ViiZci^dc�dc�i]Z�eVi^Zci�VcY�bV`Z�
\gZVi�YZbVcYh�d[�i]Z^g�i^bZ!�ZcZg\n�VcY�Zbdi^dcVa�
gZh^a^ZcXZ#�Hd�ZcXdjgV\Z�eVi^Zcih��l]ViZkZg�i]Z^g�
gZea^Zh�!�VcY�Xdcig^WjiZ�ndjg�dlc�VcY�di]ZghÉ�^YZVh�
^c�hjeedgi�d[�i]dhZ�d[�eVi^Zcih�ndj�VgZ�ldg`^c\�l^i]#
��;dXjh�dc�aZVgc^c\�VWdji�i]Z�Z[[ZXih�VcY�^beVXih�
d[�i]Z�egdidineZ�dg�VXijVa�hZgk^XZ�^begdkZbZci#�
>[�ndj�VgZ�ldgg^ZY�VWdji�W^Vh^c\�i]Z�ZkVajVi^dc!�
Vh`�V�gZhZVgX]Zg�dg�XdaaZV\jZ�id�aZVY�i]Z�
hZhh^dc�[dg�ndj#�=dlZkZg!�Vkd^Y�hiZee^c\�VlVn�
[gdb�i]Z�egdXZhh0�^i�^h�WZiiZg�id�l^icZhh�

eVi^Zcih�Y^gZXian!�VcY�^c�hd�Yd^c\�bV`Z�ndjghZa[�
VXXdjciVWaZ!�i]Vc�id�b^hh�dji�dc�Xg^i^XVa�ÒcY^c\h#
��=Vk^c\�eVi^Zcih�gZXVaa�i]Z^g�ZmeZg^ZcXZh�XVc�
WZ�igVjbVi^X�hd�bV`Z�hjgZ�Veegdeg^ViZ�[Vb^an�
VcY�egd[Zhh^dcVa�hjeedgi�^h�VkV^aVWaZ#
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N_p�lj\�`k
8�^ff[�j\im`Z\�Ycl\gi`ek�`j�`dgfikXek�Y\ZXlj\�
`k�Zfddle`ZXk\j�fe�Y\_Xc]�f]�gXk`\ekj�kf�fk_\i�
jkXb\_fc[\ij�n`k_`e�Xe[�Y\pfe[�k_\�fi^Xe`jXk`fe%�
@k�[\dfejkiXk\j�X�gXk`\ek$YXj\[�dXe[Xk\�Xe[�
iXk`feXc\�]fi�Z_Xe^\#�j_fn`e^�_fn�kf�[\c`m\i�^i\Xk�
\og\i`\eZ\j�Xe[�_fn�kf�k_\e�Zfek`el\�\mfcm`e^�
k_\d%�

�
N_\e�kf�lj\�`k
Lj\�k_`j�kffc�Xk�k_\�\e[�f]�pfli�Zf$[\j`^e�nfib�kf�
jlddXi`j\�k_\�Ên_p#�_fn�Xe[�n_XkË�f]�k_\�gXk`\ek�
\og\i`\eZ\�Xe[�k_\�i\jlck`e^�j\im`Z\�`dgifm\d\ekj%�

8j�pfl�i\X[�fk_\i�kffcj#�pfl�n`cc�efk`Z\�k_\�
\dg_Xj`j�fe�lj`e^�[`X^iXdj�kf�i\Zfi[�pfli�c\Xie`e^j#�
[\m\cfgd\ek�nfib�Xe[�[\Z`j`fej%�K_Xk�`j#�k_\�
\dg_Xj`j�]Xccj�fe�i\gfik`e^�gif^i\jj�f]k\e�Xe[�`e�
X�Yi`\]#�ZXjlXc�]fidXk%�K_`j�jXm\j�X�cfk�f]�k`d\�Xe[�
b\\gj�pfli�Zf$[\j`^e�nfib�dfm`e^%

;\m\cfg`e^�X�dfi\�]fidXc�i\gfik�fi�Ycl\gi`ek�Xk�k_\�
\e[�f]�X�gifa\Zk�`j�\Xjp�Y\ZXlj\�dfjk�f]�k_\�nfib�`j�
[fe\%�@k�dXp�Y\�Xj�j`dgc\�Xj�Zfdg`c`e^�pfli�ÔeXc`j\[�
[`X^iXdj�Xe[�jlddXi`j`e^�k_\�gifa\Zk�lj`e^�k_\j\�kf�
`ccljkiXk\�kffcj�lj\[#�c\Xie`e^j�^X`e\[�Xe[�i\jlck`e^�
`dgifm\d\ekj%

Jfd\k`d\j�pfl�e\\[�kf�gifm`[\�X�iXk`feXc\#�jkiXk\^p�
fi�gcXe�]fi�]lkli\�[\m\cfgd\ek%�K_`j�`j�\Xjp�Xj�pfl�
ZXe�gf`ek�g\fgc\�kf�k_\�Xggifgi`Xk\�j\Zk`fej�f]�k_\�
kffcb`k�Xe[�kf�`e[`m`[lXc�kffcj%�

A service blueprint is a document 
summarising key learnings and 
decisions arising from the co-design 
work you have done within a service. 

@k�Zfddle`ZXk\j�kf�dXeX^\ij��Xe[�fk_\i�i\X[\ij �n_p�k_\�
j\im`Z\�\o`jkj�]fi�gXk`\ekj#�_fn�`k�nfibj�Y\jk�]fi�k_\d#�Xe[�n_Xk�
`k�[f\j�efn��fi�e\\[j�kf�Y\�XYc\�kf�[f�`e�k_\�e\Xi�]lkli\ %�@e�k_`j�
j\ej\�`k�`j�X�^l`[\�kf�k_\�Zlii\ek�Xe[�]lkli\�jkXk\�f]�k_\�j\im`Z\�
]ifd�k_\�g\ijg\Zk`m\�f]�gXk`\ekj�Xe[�fk_\i�jkXb\_fc[\ij%�@k�`j�
m\ip�dlZ_�c`b\�Xe�XiZ_`k\ZkliXc�Ycl\gi`ek��_\eZ\�k_\�eXd\ %

Kffc�-Z

J\im`Z\�Ycl\gi`ekj
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:fccXk\�pfli�Zf$[\j`^e�nfib�
[fZld\ekXk`fe�Xe[�XiiXe^\�`k�
`e�Xe�fi[\i�k_Xk�nfibj�]fi�pfli�
fi^Xe`jXk`fe
B\p�kffcj�kf�`eZcl[\�`]�gfjj`Yc\�Xi\1
��� GcXee`e^�nfibj_fgj��gX^\�*+ 

��� :f$[\j`^e�m`j`fe��gX^\�*/ 

��� GXk`\ek�aflie\p�dXgg`e^��gX^\�+/ 

��� JZ\eXi`fj�Xe[�g\ijfeXj��gX^\�./ 

��� J\im`Z\�kflZ_gf`ekj�Xe[�_fkjgfkj��gX^\�// 

;\m\cfg�X�Yi`\]�]fidXc�
[\jZi`gk`fe�f]�k_\�j\im`Z\
Lj\�k_\�service structure template#�
�gX^\�((' �kf�_\cg�pfl%�

J`dgcp�Zfdgc\k\�k_\�Yfo\j�]ifd�c\]k�kf�i`^_k#�
[iXn`e^�fe�[`X^iXdj�Xe[�gifa\Zk�nfib�kf�`ccljkiXk\�
\XZ_�j\Zk`fe�`e�ZfeZi\k\�[\kX`c%

Lj\�k_\�future 
improvements template#�
�gX^\�((( �kf�[\m\cfg�X�
dfi\�[\kX`c\[�[`jZljj`fe�f]�
`dgifm\d\ekj�k_Xk�Zflc[�fi�
j_flc[�Y\�dX[\
Lj\�pfli�befnc\[^\�f]�gfk\ek`Xc�
`dgifm\d\ekj�Yp�nfib`e^�Zfclde�Yp��
Zfclde�XZifjj�k_\�gX^\�k\dgcXk\%

8[[�Xep�fk_\i�`e]fidXk`fe�
[\m\cfg\[�[li`e^�pfli�
`dgifm\d\ek�nfib
K_`j�dXp�`eZcl[\�gifZ\jj�dXgj#�mXcl\�Z_X`e�
XeXcpj`j#�i\[lZk`fe�XeXcpj`j#�J`o�J`^dX�
[fZld\ekXk`fe#�Xe[�jf�fe%

01

02

03

04
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JkXb\_fc[\ij

B\p�jkXb\_fc[\ij

;\j`i\[�\og\i`\eZ\j

;\j`i\[�j\im`Z\�\og\i`\eZ\j�]fi�
\XZ_�jkXb\_fc[\i

FlkZfd\j

FlkZfd\j�f]�^i\Xk�j\im`Z\�
\og\i`\eZ\j�]fi�\XZ_�jkXb\_fc[\i

KflZ_gf`ekj

B\p�kflZ_gf`ekj�]fi��
\XZ_�jkXb\_fc[\i

I\Z\ek�@dgifm\d\ekj

@dgifm\d\ekj�i\Z\ekcp�
dX[\��[li`e^�k_\�gifa\Zk 

=lkli\�@dgifm\d\ekj

@dgifm\d\ekj�k_Xk�j_flc[��
fi�Zflc[�Y\�dX[\

kffc�-Z(

Service structure template

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc-Z(%g[]
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kffc�-Z)

Future improvements template

01
N_f�`j�`k�]fi6

03 
?fn�`k�nfibj�]fi�k_\d6

05
?fn�ZXe�`k�Y\�Ôo\[6

02
N_p�`k�nfibj�]fi�k_\d6

04 
N_Xk�ZXe�^f�nife^6

06 
?fn�d`^_k�`k�Y\�`dgifm\[6

;fnecfX[�k_`j�k\dgcXk\

nnn%_\Xck_Zf[\j`^e%fi^%eq&kffcj&kffc-Z)%g[]
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I\]\i\eZ\j
9Xk\#�G�Xe[�IfY\ik#�>
9i`e^`e^�lj\i�\og\i`\eZ\�kf�_\Xck_ZXi\�`dgifm\d\ek1�k_\�
ZfeZ\gkj#�d\k_f[j�Xe[�giXZk`Z\j�f]�\og\i`\eZ\$YXj\[�[\j`^e
IX[Zc`]]\�GlYc`j_`e^�
)''.

;\gXikd\ek�f]�?\Xck_#�LB
<e^X^\�n`k_�glYc`Z�Xe[�gXk`\ekj
nnn%[_ZXi\e\knfibj%fi^%lb&9\kk\i:fdd`jj`fe`e^&
:fdd`jj`fe`e^gfc`Zp&Nfic[ZcXjjZfdd`jj`fe`e^&
<e^X^\n`k_glYc`ZXe[gXk`\ekj
;\Z\dY\i�*#�)''/

?\`jb\cc#�?
<k_`ZXc�[\Z`j`fe$dXb`e^�]fi�k_\�lk`c`qXk`fe�f]�k\Z_efcf^p$
YXj\[�gXk`\ek&]Xd`cp�\[lZXk`fe
Fec`e\�AflieXc�f]�@e]fidXk`Zj��FAE@ #�(+�( �
=\YilXip#�)'('

EXk`feXc�<k_`Zj�8[m`jfip�:fdd`kk\\
<k_`ZXc�^l`[\c`e\j�]fi�fYj\imXk`feXc�jkl[`\j1�fYj\imXk`feXc�
i\j\XiZ_#�Xl[`k�Xe[�i\cXk\[�XZk`m`kp
nnn%e\XZ%_\Xck_%^fmk%eq&df_%ej]&`e[\oZd&e\XZ$i\jfliZ\j$
glYc`ZXk`fej$\k_`ZXc^l`[\c`e\j
;\Z\dY\i#�)''-�

E?J�@ejk`klk\�]fi�@eefmXk`fe�Xe[�@dgifm\d\ek
<k_`ZXc�Zfej`[\iXk`fej�]fi�\og\i`\eZ\[�YXj\[�[\j`^e
)''.

E?J�@ejk`klk\�]fi�@eefmXk`fe�Xe[�@dgifm\d\ek
K_\�\Y[�XggifXZ_1�Lj`e^�gXk`\ek�Xe[�jkX]]�\og\i`\eZ\�kf�
[\j`^e�Y\kk\i�_\Xck_ZXi\�j\im`Z\j�
)''0

E?J�@ejk`klk\�]fi�@eefmXk`fe�Xe[�@dgifm\d\ek
K_\�_Xe[Yffb�f]�hlXc`kp�Xe[�j\im`Z\�`dgifm\d\ek�kffcj
)'('
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