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Welcome

1. Context and background
2. Overview of the service development
3. What we learned
4. Tips
5. Q&A
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Let’s see who’s in the room…
Introduce yourself in the chat
● Who you are
● Your role / what you do
● Where you work
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About us

David Campbell
Senior Policy Advisor 

(DCMS)

Ellie Bryant
Lead Service Designer 

(Made Tech)

Ezequiel Serrano
Senior Service Designer 

(DCMS)
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About DCMS
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About DCMS

2021

DCMS is one of the only 
Departments in UK Gov 

without a dedicated 
Digital, Data and 

Technology function
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About DCMS

2021 2022

Digital, Data and 
Technology function is 

established
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About DCMS

2021 2022 2023

DCMS Product & User 
Experience team is 

formed
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About DCMS

2021 2022 2023

Product & User Experience 
team connect with 

Short-term Lets Policy team
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About short-term lets (STLs)
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About short-term lets (STLs)

Benefits

Additional 
source of 
income

More 
choice for 

consumers

Wider 
economic 
benefits
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About short-term lets (STLs)

Benefits Challenges

Additional 
source of 
income

More 
choice for 

consumers

Wider 
economic 
benefits

Impact on 
housing 
supply

Health and 
safety 

compliance

Noise and 
anti-social 
behaviour
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About short-term lets (STLs)

“There currently is no single, definitive source of data on 
short-term and holiday lets in England, in part due to (i) difficulties 

defining which lets are considered short-term, and (ii) lack of obligations 
for short-term let owners to report information on staying guests to local 

or national authorities”

(DCMS, Developing a tourist accommodation registration 
scheme in England: analysis of the call for evidence, 2023)
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About short-term lets (STLs)

2021 2022 2023

Consultation

Call for 
evidence

Tourism 
Recovery Plan

Levelling Up and 
Regeneration Act 
(LURA) achieves 

Royal Assent 
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About short-term lets (STLs)

To become the centralised data source on 
short-term lets in England to support the 

sustainability and safety of the sector

Our vision 
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The gap
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‘The gap’

Products 
and 

services

User 
needs?

Our 
purpose

Policy 
design

‘the gap’

How do we go from this…

Legislation
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‘The gap’

Our 
service

User 
needs

Our 
purpose

… to this?

‘the gap’
Adapted from Downe, L. (2025) - What is a service?

https://good.services/writing/what-is-a-service
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‘The gap’

In your experience, how wide is 'the gap' 
between service design and policy?

0 102 3 4 5 96 7 81

I have my policy 
team on speed dial 
and they actually 

know what a service 
blueprint is

We design services 
based on a 100-page 
legislation document 
written by someone 

I’ve never met
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How we did it
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Timeline

2021 2022 2023 2024 2025 2026

Pre-
discovery
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Pre-discovery team

Policy 
Advisor

Head of 
STL Policy 

Service 
Designer

User 
Researcher

Head of 
Product & 

Experience

Policy User-centred design

DCMS
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Pre-discovery phase

��🙂 ��🤩 ����😗☺ ��

NOT GOVERNMENT POLICY
Please do not share
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Pre-discovery phase NOT GOVERNMENT POLICY
Please do not share
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Timeline

2021 2022 2023 2024 2025 2026

Discovery 
and Alpha 
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Discovery and Alpha team

Policy 
Advisor & 
Product 
Manager

Head of 
STL Policy  
& Service 

Owner 

Service 
Designer

User 
Researcher 

Head of 
Product & 

Experience

Policy 
Advisor 

Delivery 
Manager

2 x URs

Service 
Designer

Software 
Engineer

2 x 
Interaction 
Designers

Technical 
Architect

Delivery 
Director

Policy, Product & Delivery User-centred design Tech

DCMS Made 
Tech
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Discovery and Alpha phases NOT GOVERNMENT POLICY
Please do not share

https://lucid.app/lucidspark/01bf4255-c724-42d3-9bb1-8c9cfda1cb7f/edit?invitationId=inv_eccc269d-2f54-410e-be93-937a6ad8090b&page=0_0#
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Discovery and Alpha phases NOT GOVERNMENT POLICY
Please do not share
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Discovery and Alpha phases NOT GOVERNMENT POLICY
Please do not share
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Timeline

2021 2022 2023 2024 2025 2026

Beta phase 
begins

Alpha 
assessment 
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Beta team

Policy 
Advisor & 
Product 
Manager

Head of 
STL Policy

DCMS SD DCMS UR 

Head of 
Product & 

Experience

2 x Policy 
Advisors 

Delivery 
Manager

Made Tech 
UR

Made Tech 
SD

2 x 
Software 

Engineers

Lead 
Engineer

Business 
Analyst

Policy, Product & Delivery User-centred design Tech

Service 
Owner 

Lead 
Product 
Manager

Delivery 
Principal

Made Tech 
CD

DCMS CD 

Interaction 
Designer

DCMS 
Legal

DCMS Made 
Tech

Programme 
Lead & 
Officers

DCMS 
Wider 

stakeholders
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Beta phase NOT GOVERNMENT POLICY
Please do not share
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Beta phase NOT GOVERNMENT POLICY
Please do not share
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Beta phase NOT GOVERNMENT POLICY
Please do not share
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Timeline

2023 2024 2025 2026 2027 2028

Beta phase 
begins

Private beta 
launch

Public beta 
(voluntary 

phase)

Scheme 
becomes 

mandatory
Beta 

assessment
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What we’ve learned
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What we’ve learned

It’s important for 
policy teams to own 
service delivery 

• Single team approach

• Upskill policy teams in 
agile delivery
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What we’ve learned

It’s also important 
for the service 
delivery team to 
immerse 
themselves in the 
world of policy 

• Show curiosity beyond 
digital

• Understand each other’s 
constraints
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What we’ve learned

Uncertainty can be 
both a challenge 
and an opportunity 

• Navigate the discomfort of 
designing a service 
alongside a shifting policy

• Become comfortable with 
testing policy ideas in the 
open

• Be ready to flex
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What we’ve learned

UCD can help to 
challenge policy 
assumptions… 
…sometimes

• Consultations can tell us what users 
want, but not always why they want 
it

• User research and service design 
can help give the ‘why’ and uncover 
issues for policy to consider - but 
has limitations for informing policy

• Policy can sometimes pivot based 
on user needs, but not always
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What we’ve learned

Being open about 
challenges can 
help to overcome 
silos and foster 
collaboration

• Foster understanding of 
differing time pressures 
and priorities

• Encourage working in the 
open

• Ensure clarity on 
decision-making processes
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Our tips for you
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Our tips for you

🗣
1) Get talking!
Start those conversations whenever there’s an opportunity. 
It’s never too early to collaborate.
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Our tips for you

🚦
2) Don’t rush to delivery
Designing a service alongside evolving policy is very 
challenging. Check that you have the time, resources and 
mindset to work in this way.
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Our tips for you

🏗
3) Embed policy in the core team
Ensure policy colleagues have a significant role in service 
teams from the start 
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Our tips for you

🤝
4) Work as one team
Encourage everyone to actively engage and learn from 
each other. 
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Our tips for you

🏆
5) Bring your organisation along on 
the journey
By sharing learnings widely, you will encourage others to 
see the benefits of bridging the gap.
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Thank you!
Any questions?

Get in touch:
➔ david.campbell@dcms.gov.uk 
➔ ezequiel.serrano@dcms.gov.uk 
➔ ellie.bryant@madetech.com 




