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Impro Housing allocations — A case study

PURPOSE?

Give people a house

What is the demand into the system like
through a 14 page form?
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Our view of an organisation...
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Idea generator

- Imagination

- Brainstorming

- Idea management
- Experimentation

AE2 1

Idea quality control
Evaluation
- Analysis
- Pre-implementation

Implementation = Profit




Impro Variety of demands into standard flows
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Impro The concept

What matters

An outside — in perspective

Purpose



Impro Measures purpose

Customer
derived
measure




The measure of the customer purpose
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Start

u.C.L.
Mean

L.C.L.

2316 days

Bronze band mean =655, UCL

1960 days

mean = 750, UCL

Silver band

mean = 675, UCL = 1592 days

Gold band
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What it is like to work here

Understand

Impro
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Summary made by the team
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This is what we do



Impro What was hidden

285

87 housed

35 refuse

Offer

|
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Impro - What are we here to do?

Pu rpose We process application forms...
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Permission to experiment
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Impro
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New principles

- Understand what matters for each person, this determines
the design.

- We make decisions based on knowledge and evidence, not
opinion or standards.

- Only do what is needed to create value, enabling the person
to gain control.

- Take ownership through the end to end journey with the
person.

- Work as a team, without department barriers.

- We are here to learn, and improve.

Rule 1 - do not break the law.

Rule 2 - do not make their situation worse.



Experiment
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Impro (EEECE List of cases
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Action learning

Impro

Design space

1 Go into the work. Watch, 2 What did you see, learn?
listen, ask. What are the implications?

3 Apply the new principles
and measure the outcomes



lmpro Experiment




,mpro Experiment

“They say | am in the
top 10 for one place
and top 5 in another.”

1ill in the online
fs to register an
st with Family

“There isn't enough
connection and
communication
between agencies”

1 don't have photo ID
50 | neod o got a copy
of my birth certificate

“They are ail linked and
have a knock on effect
but don't share encugh
There's not that fink ~

Should | just take
anything... even if it's
not what | want?

So what is actually wrong with your house?

How wil | get there?
Ih f

Do | want to be
nominated to a
housing association?

Do | still need to
apply directly to the
housing associations?

1 need a home

council's Housing
Options office

anything?

couldn't see &
clear path
I'm at the assessment
stage on another
property that would be
much better for me.

Maybe | should
hoid out for that

vy




Impro EESEuEE Learning — what we are we her to do

Giving people a house Help me to solve my housing problem

housing association? : ! i q

Do | stil need to




This was the realisation
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Learning — the real need

F 56% were not in housing need

— 37% in some need
demands
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Impro Systems thinking insights

Reframing,
Outside-in

Purpose



Impro Systems thinking insight

Understand the purpose of the service,
as defined by the customer;
outside-in.

This defines the design of the workflow.
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Leaders

[mpro Experiment




Impro The old - new workflow

Ask what Write details Assess level

We house
them

Identify Offer

PP
oDGONS

Listen to the
they read on snert of reed

customer

Look for

come up with your design housing
th |
(only do the value work) emselves

Advert

6000 on the list n



Impro The new technology
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The new recording
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Impro The technology — the list
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Impro
Old system:
1. 30% demand ‘satisfied’

3 IT systems

27 appeals a month

static process

aggression and frustration

demoralised staff

N U s W

unknown true cost to the
overaII social system

8. 22 fte
9. Create dependency
10. 6293 waiting list

The Outcomes

9.

S o

New system:
80% demand satisfied

Excel + new system?

1 appeal in a year
Continuous improvement
help people

very motivated staff

true links with other groups

15 fte

Give responsibility back to the citizen.

10. 309 new pending list



Impro Impact on citizens

8000 Yarmouth Housing Waiting List to 2015

7000

6000

5000

4000

Number

3000

2000

1000 l\

1997 1998 195995 2000 2001 2002 2003 2004 2005 2006 2007 2008 2005 2010 2011 2012 2013 2014 2015

Year
= National waiting list — ===——Yarmouth
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Impro Traditional design of services...

Our mission and culture is to...

I
Departments Approvals

sign-offs

Our service and
What matters to us rategy standards
categories
g

all

, eventualities
Best practice PP

worst case risk

Digital
o

Organisation Centered Design



Impro Test & learn, person centred design

_ Governance
Finance Sales .
. ! Digital
\\ 1]
1

Operational Service

What
WOka/OW improve

matters

Customer

& what
matters

Manager Understand causes of cost

framework
measures

Best Strategy
Legislation practice

/

4
U4
4
Management
governance

GDPR

[ Understand ] [ Experiment [ Prototype [ Make normal ]




Impro

PO = AR

So, what is service Test & Learn

Building bridges

Rooted in systematic logic
Designhed by experts
Designed in a room
Retain current thinking
Project & outcomes
Reductionist

Static until decisions

O O IS I S

Iterative action learning
Rooted in people (complexity)
Co-design

Co-production

Shifts mindsets

Emergent

Systems thinking

Continuous improvement



Impro

Systemic design & transformation

CX process

digital UX change

solve a [

customer problem

ergonomics ®

Design of

hi . Services
empathic @ Service

insights Desi - .
gn A th
Product thci);;g erg

Design doing things gt
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