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ABSTRACT

With surgical drapes being purchased and sold as a commodity, our client knew they had to 
innovate to create market value. Cardinal Health, a Fortune 50 healthcare services and products 
company, challenged our team to understand how users are interacting with surgical drapes 
and propose design solutions that mitigate pain points in the operating room. Using customer 
research and service design methodologies, we saw that surgical drape failures often lead 
to breakdowns in team performance, ultimately creating tension during procedures. These 
tensions eroded the relationships between surgeons, nurses, and surgical scrub technologists 
(scrub techs), ultimately affecting patient outcomes.

Scrub techs’ primary responsibility is to maintain sterility during a surgical procedure. The 
surgical drape, scrub techs’ primary tool, is a simple piece of paper-like fabric. It also has the 
power to destroy relationships in the operating room. Despite being the primary user of 
drapes, the current operating model for hospitals does not consider scrub techs’ preferences 
or capitalize on their knowledge because they are not involved in purchasing decisions. We 
advocated for the inclusion of scrub techs while proving they were an invaluable stakeholder.

Our project resulted in a service offering that would provide certification in drape modification 
and add a new role in the operating room to monitor and prevent drape issues on the fly. It 
would also create a feedback loop— collecting and documenting problems or new equipment 
interactions, allowing our client to stay at the forefront of innovation while capitalizing on scrub 
techs’ expertise.

BIOGS

Elle Miller 

Elle is a participatory designer, fueled by exploring patterns and uncovering connections 
between seemingly disparate people, environments, and ideas as a means for innovation. She 
has a diverse background; earning a degree in Speech and Hearing Science before spending 
ten years designing learning environments and places for discovery as a Principal at SPGB 
Architects. In 2019, Elle earned a Master of Design degree in Innovation Design Strategies from 
the Columbus College of Art & Design.



2

ABSTRACTS
STUDENT FORUM

Christopher Rabineau  

Christopher Rabineau is a creative problem solver, seeking to develop meaningful solutions 
that drive innovation. His experience in a broad spectrum of fields and businesses including 
technology, fashion, academics, nonprofit and home & garden, has led to a personal philosophy 
that all design should be centered around human needs.

Kendra Rabineau  

Kendra Rabineau is a designer who partners with companies to find innovative business 
solutions through empathy, research, and strategy. After working for national brands in the 
fashion, food, and finance industry, Kendra has learned that with an open heart, a desire to 
connect, and an inquisitive spirit, we can discover new ideas that improve people’s lives through 
the power of design. Kendra holds a Master of Design in Integrative Design from Columbus 
College of Art and Design.
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ABSTRACT

What will the Emergency Department (ED) of the future look like in 2030? 2050? 2100? How will 
we experience ‘urgent healthcare’? How will it be delivered, and how might we access it? What 
are the dilemmas, challenges and opportunities that are afforded by the future? This poster 
presents a practice-led PhD which aims to explore the ED of the future and focuses on the ED 
waiting room (EDWR). This project interrogates how technology might impact the experience 
of care in the EDWR, and how design practice might be applied in order to explore the scale of 
this impact.

This paper presents a comic-strip style design fiction of an alternative future for the EDWR, 
typified by automation, a digitally connected world and artificial intelligence. While this narrative 
is fictional, the injury and background of the characters is based on real, contemporary ED 
experiences observed within the PhD project. This story asks us to probe the possibilities, 
uncertainties and challenges of the future in the context of the ED, and the possible resultant 
care experience.

This paper then concludes by analysing this future narrative through a series of ‘lenses’, focal 
points where we might explore the pertinent issues and scale of the impact from political, 
economic, social and technological forces. In doing so, this paper aims to encourage meaningful 
discussion about the most desirable experience in the EDWR.

BIOGS

Troy McGee

I am an equal parts designer, researcher and maker. I design health futures, services and 
experiences. Currently, I am a PhD candidate in Design at Monash University, within an 
interdisciplinary research lab - Design Health Collab - that is concerned with the future of health 
and wellbeing. My research is deeply collaborative and crosses disciplines of design, creative 
practice, healthcare, and emergency medicine. I am motivated by solving complex challenges 
and working alongside passionate individuals.
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Daphne Flynn

Daphne is Director of Design Health Collab, Monash Art, Design and Architecture’s Health and 
Wellbeing lab. Daphne works to encourage collaboration with university researchers, industry 
partners and medical bodies. As a Practice Professor, Daphne draws on a broad range of 
experiences with various design consultancies, as well as a variety of business from small firms 
to multinational companies. Daphne’s interest is in applying design thinking methodology to 
facilitate innovation, particularly in the area of healthcare and wellbeing. Whether the challenge 
is considering the ergonomics and ease of use of medtech devices or creating better patient 
experiences in healthcare organisations, design can play a central role in facilitating innovation 
and change. Daphne’s experience includes collaborations with MIME in medtech research, 
designing the award-winning asthma prediction device X-halo, and investigating a Hospital-to-
Home healthcare pilot program for Philips.

Selby Coxon

Dr. Selby Coxon is the Director of the Mobility Design Lab hosted by the Department of Design 
at MADA. He holds a PhD, Masters and Bachelor’s degree in Industrial Design. His professional 
career spans over thirty years working for both the corporate sector; Philips Electronics and 
Schlumberger and private consultancy; IDC and Anglo Nordic Design in Europe, Scandinavia 
and Australia. His research interests, especially in his current role, concern improvements and 
far reaching ambitious interventions in the design of mobility, particularly public transport. 
Research projects undertaken have been for a diverse group of organisations; Metro Trains 
Melbourne, Yarra Trams, Volgren, Transdev, General Motors and SNCF (the French National 
Railway). 

Rowan Page

Rowan Page is a lecturer in Industrial Design at MADA and a researcher in the Design Health 
Collab, an interdisciplinary research lab at the intersection of design and health. His PhD 
research explored how design research and practice can facilitate greater engagement with 
the recipients of medical devices, during the formative stages of research and development. 
Working in collaboration with Cochlear Ltd, this research led to the production of several 
medical devices and a speculative project exploring the future of cochlear implant systems. 
Rowan now works on several medical device development projects and has an interest in how 
design research, practice, and prototypes can aid in medical translational research. His research 
interests include co-design, speculative design, digital fabrication, emerging technologies and 
the function of designed artefacts as boundary objects within collaborative and interdisciplinary 
design projects. Through his teaching in the third year industrial design program Rowan is 
involved in several work integrated learning projects. These projects connect students with 
industry through real-world design projects with partners such as MONA, CSIRO, Orora, ABC, 
and Monash Health.
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ABSTRACT

This abstract presents initial stages of a PhD project that is rethinking service design tools 
within the area of antimicrobial resistance (AMR) as an opportunity to critique their role in 
complex social challenges in the Global South, focusing on India. AMR is when antimicrobial 
drugs designed to treat infections caused by micro-organisms become ineffective (O’Neill, 
2016) and one key solution is to promote more effective usage of these drugs. To achieve this, 
any global focus in tackling AMR therefore needs to not only fit within people’s everyday lives 
and communities (World Health Organisation, 2018) but also be sensitive to cultural practices 
and infrastructural healthcare issues in order to be valuable.

Service design’s co-creative approach (Stickdorn, et al., 2018) enables the field to be well-
placed in addressing unmet needs of individuals and communities, yet methods used in this 
bottom-up approach are still more commonly applied in Western systems. The applicability 
of service design to research projects based in India offers opportunities to rethink and adapt 
service design practices to better suit the diversity of local customs and priorities within India, 
contributing to decolonising design around AMR and antibiotic stewardship. Research methods 
include an initial review of literature and initiatives (of both academic and industrial natures) 
that discuss or provide examples where service and social design have been reframed, so to 
become more applicable to the environments within the Global South (Escobar, 2018, p. 6). 
Intermediary findings will engage discussion in the plurality of service design research projects 
addressing AMR in India.

BIOGS

Delina Evans 

Delina Evans is a Research Assistant for University of the Arts London (UAL) within DOSA 
(Diagnostics for One health and user driven Solutions for Antimicrobial resistance), working 
across Indian human health, dairy and shrimp industry settings. In parallel, Delina is in the first 
year of her PhD, also at UAL, which focusses on adapting service design to address antimicrobial 
resistance in India. Her previous roles include Design and Innovation Manager at Knowledge 
Transfer Network (KTN), bringing user centred approaches to the company’s ways of working, 
and Service Design Intern at Livework, managing Alpha and Beta tests for a smart predictive 
parking system as part of the Ford Smart Mobility plan. Delina holds a Masters degree in Service 
Design Innovation from UAL and a BA in Product and Furniture Design from Kingston University.
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Alison Prendiville 

Dr Alison Prendiville is Professor of Service Design at LCC, UAL. Her design research is 
transdisciplinary and framed by the UN’s Sustainable Development Goals and focused on human 
and animal health settings. Currently she is a co-investigator on two ESRC Bhabha Newton 
research projects on antimicrobial resistance (AMR) in India (DOSA – Diagnostics for One-
health user Driven Solution to AMR and DARPI – Drivers of Antimicrobial Resistance in Poultry 
in India) and an EU Horizon 2020 Plant Molecular Farming project, focusing on plant molecular 
technologies in human and animal healthcare. She has extensive experience in co-design and 
participatory practices with diverse stakeholders in LMIC for the development of new products, 
services and processes for context specific service solutions. Her background is interdisciplinary 
converging both design and digital anthropology.
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ABSTRACT

The uniqueness of grief makes it troublesome for design to facilitate meaningful impacts in 
the processes of grieving. It’s a complicated emotion to consolidate, differing between every 
person. Western society isn’t well equipped with the necessary knowledge it takes to begin 
to truly understand and support others in their grief (Devine, 2017). Using service design as 
a framework for crafting an optimal solution for grief-care, Uncomfortable Immersion has 
explored some of the design opportunities surrounding grief in the context of adolescents. 
Clinically complex grief, requiring intervention, is more prevalent in adolescents (Shear, 2012). 
This is due to constantly redefining their identities and relationships, making it harder for them 
and others to determine when they are struggling (Hewlett, 2012). Service design tools such 
as perceptual and journey mapping, combined with the philosophies behind Human-Centred 
Design, yielded insightful research when conducting interviews.

Most people whom had experienced a close death during their adolescence, noted that it 
was their first opportunity to talk about their grief openly. The book, ‘Without Expectations’, 
that I designed is a culmination of both personal and shared narratives. Its themes encourage 
empathic connections between the griever and their relationships. It discusses the creation 
of ritual objects as an important tool (Sas, 2016) in introducing purposeful integration of the 
physical and metaphysical reminders of the deceased (Green, 2002). One example outlined 
in the book, is a handwritten letter from the deceased, printed onto a scarf that conceals the 
message until touched for a private ritual of remembrance. Readers of the book claimed it 
inspired deeper discussions with their personal network as well as understanding their grief 
from a different perspective.

BIOGs

Chloe Coelho

Chloe is an Industrial Design graduate from RMIT University where she researched the death-
care industry for her final year project; recognised as a Good Design Award Winner in 2019. 
She cultivated a passion for issues surrounding grief and wants to further explore and build 
on how design can be situated in this area to create a positive impact (especially in the Digital 
Age). Chloe plans to extend this research into a Postgraduate study, seeking to understand the 
complexities of grief in people in order to lessen unnecessary suffering. In the past, Chloe has 
worked on projects involving Dementia and elderly care, as well as infant mortality. She believes 
design will play an important role in fostering developments in wellbeing and care in these 
sometimes obscure areas. By practicing Human Centred Design in many of her projects, Chloe 
hopes to improve the quality of life of people in the community.
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ABSTRACT

Intuitive decision-making is often referred to as a key characteristic of human-centred design 
(HCD): Brown advises designers to ‘sometimes just choose the right partner, clear the dance floor, 
and trust our intuition’ (2009); IDEO similarly describes HCD as an ‘inherently intuitive process’ 
and encourages designers to ‘always feel like you have the space to explore a hunch’ (IDEO, 2009). 
However, while designers often reference ‘gut feelings’ and ‘a-ha moments’ in their practice, few 
are able to confidently identify when intuitive decision-making has taken place, or effectively 
navigate the seemingly paradoxical interplay between their conscious, ‘rational’ reasoning and 
more intuitive decision-making processes.

Recent research from cognitive psychology affirms that intuition can play a crucial role in helping 
individuals to make effective decisions – under certain conditions. Through a postgraduate, 
practice-based research project, I explore how designers might access, identify and describe 
intuition as part of their design practice, using reflective practice and creative research tools. In 
addition to this, and faced with realities of researching in the midst of the COVID-19 pandemic, 
my work also ended up being an exploration of how humans, not just designers, navigate intuitive 
decision-making in a period of uncertainty and crisis. My own reflections on how I used intuitive to 
guide decision-making across the project also forms a central part of this work.

There is often a perceived tension between analytical and intuitive approaches to decision making. 
This study is a first step towards providing human-centred designers with the confidence to 
embrace both rational thinking and intuition as valid and vital ‘tools’ for decision-making. Through 
exploring emerging research in other disciplines (such as cognitive psychology, and business 
leadership), this study has the potential to have a significant impact on the outcomes of design in 
the future.

BIOGS

Leander Kreltszheim 

Leander is a social designer whose career focus is using her personal strengths and skills to 
improve the lives of others. She works as Service Design Advisor for Mission Australia, a national 
not-for-profit organisation that strives to reduce homelessness and strengthen communities 
across Australia. A founder of Melbourne’s ‘Innovation in Not-for-profit’ network and member of 
Service Design Melbourne’s ‘Design and Ethics’ committee, she is a connector of people, a seer of 
patterns, an asker of unique questions and likes testing new ideas where she observes gaps and 
opportunities. Leander is currently completing her final semester in the Master of Design Futures 
(RMIT University). Her research interests include exploring the role of intuition within the design 
process and she recently presented at Design Leadership 2020 on the importance of psychological 
safety within the design community.
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ABSTRACT

How do we apply service design theories to improve the way ‘mum and dad developers’ 
navigate housing design processes to achieve more liveable house designs in Australia’s middle-
ring suburbs? With over 300,000 people1 migrating to Australia’s capital cities in 2018/19 
alone, there is pressure on our middle ring suburbs to house many of these people. Joining 
established architects and building designers are ‘mum and dad developers’ who are inspired 
by their family, friends and reality TV to ‘have a go’ at developing their own land – either by 
building in their backyard or replacing a family home with smaller villas. While this can bring 
benefits, there are a many poor outcomes brought about by a lack of knowledge of how good 
house design can impact our quality of life – houses designed with no eaves to protect from the 
sun, poor ventilation, dark rooms, and small unusable gardens with no trees. House design is 
influenced by many factors, including the people who design them and the policies which guide 
them. Government planning departments typically write residential design policies for a narrow 
audience of building designers and architects, but there is a changing dimension to this. With 
more ‘mum and dad developers’ getting involved, they often experience difficulty navigating 
these policies and processes, and understanding implications of the design decisions they make.

This research looks at ways to address their knowledge gap so they are empowered to make 
better choices when they work with their building designer or architect. The method for 
this research uses service design tools to interview users and map journeys through the 
redevelopment process, identifying pain points and opportunities to improve processes. 
Emerging findings may involve the production of supporting visual communication materials, 
the development of virtual assistants or education programs. These ideas propose a 
collaborative ‘housing design service,’ which provides communities with accessible services to 
promote engagement with good design.

1 Australian Bureau of Statistics 2020, Regional Population Growth, Australia (2018- 19). Viewed 
21 April 2020, https://www.abs.gov.au/ausstats/abs@.nsf/mf/3218.0

BIOGS

Nicholas Temov 

I’m an urban planning and design professional with Hames Sharley’s Urban Development 
team. I have over 12 years’ experience working on major urban projects and policy reforms – 
including Design WA, METRONET, Elizabeth Quay, Cockburn Coast, Scarborough Beach Road 
Activity Corridor and MAX Light Rail. I work hard to make cities better places for people. I 
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use my communication skills to bring complex planning projects to life, balancing vision with 
pragmatic outcomes. I pride myself on my personable work style, my extensive networks 
through government and industry, and my ability to deliver high-quality projects quickly. A 
recent achievement was leading reform in the WA planning system through the introduction 
of Design WA, a policy suite that elevates the role of design quality through new performance-
based apartment codes and design review processes. Design WA was prepared with leading 
practitioners and is highly regarded as a collaborative and thoroughly tested example of state 
policy reform. I’m dedicated to promoting planning and design as tools to help locals shape 
their own neighbourhoods. I’m a Board member for Open House Perth, and coordinate free 
local walking tours as part of an international network, Jane’s Walk.
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ABSTRACT

How architects provide their design service to clients have predominantly remained unchanged 
since the professionalisation of the architecture practice. Paradoxically, what the architects 
provide in each of these services are customised to each client. Since the architect’s unique 
designs are concealed by standardised service delivery, how will clients know which firm 
to engage? This begs the question; how can architects set their services apart from their 
competitors? 

This study uses an experience-centric service framework to investigate how residential 
architecture design service in Australia is delivered to clients. It uses the Experience Design 
Board (Lim &amp; Kim, 2018) as a tool to visualise the service delivery process. By examining 
the service delivery touchpoints and its effects on clients, the study shows the plurality of areas 
where architects can differentiate their service delivery from other architecture firms.

BIOGS

Linus Tan 

Linus is doctoral candidate at Swinburne University of Technology, School of Design. His 
research is on how architects use tacit knowledge (experience and expertise) to improve their 
business practices. His approach to solving complex and ambiguous problems is informed by 
his architectural training, while his execution of solutions is guided by his working experience 
in coordinating operations for the military, fabrication and design industry. He applies this 
unique set of knowledge by helping individuals navigate unknown scenarios to identify business 
opportunities and does so by running workshops in design thinking, practice management and 
creative entrepreneurship.
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ABSTRACT

My PhD focuses on the redesign of Montsalvat’s visitor and service experience. Montsalvat’s, 
“historically, technically, architecturally, aesthetically, socially and spiritually significant” 
(Willingham, 2010); however, visitors are unable to access its rich histories. The site is 
transitioning from an Artists Colony to an Arts Centre, it is a ‘culturally contested heritage site’ 
(Silverman, 2011). 

In 2019, I began research with the community and ‘walked backwards into the future’ (Rameka, 
2016). I dug up histories (Lindqvist, 1979) and translated them to sensory probes to ‘come to 
terms’ with the site, then used them in interviews and sensory walking research (Pink, 2007; 
O’Neil & Roberts 2020). I conducted authentic, ‘bottom-up’ participatory research (UN-Habitat 
2016) that was inclusive of all voices, to validated stories with the community. Together we 
transformed a messy, fractured-oral history into legible formats (Sandino, 2006). Artists profile 
posters created strong engagement across the community and became visible bridges into 
commonly understood pasts. 

Archives are split, relationships are frayed and knowledge is lost. Analysing the community

via Nardi and O’Day’s ‘Information Ecologies’ framework, helped me understand establishing 
Montsalvat as a limited public company in 2007 as pivotal to today’s tension. It introduced 
a plurality of lens and has resulted in clashes over cultural practice, shared values and social 
meaning. The dissonance dislocates the ‘creative ecology’ (Nardi & O’Day, 1999) from 
Montsalvat’s cultural heritage and paradoxically renders it unsustainable. Sensory design has 
supported a sensitive inquiry into a contested site. It has encouraged empathy, openness, safety 
and trust at a time when tension, plurality and paradox were rife.

BIOGS

Kate Storey 

Kate Storey is a PhD candidate with RMIT School of Design. Her PhD explores the development 
of visitor experiences in cultural heritage sites via the application of sensory design. The inquiry 
is supported by an Art History undergraduate and Masters of Design Futures. Kate is a Human 
Centred Designer with strategic design, service design and design research experience. She has 
worked in the digital sector in the UK and Australia, across various industries and brands, before 
retraining as a Human Centred Designer. Kate believes a designer’s role is to lead and facilitate 
change, via an ethical and values based practice; and that mindset and connection are key to 
encouraging humans to embrace change. You can see more of her work here: https://www.
boudicadigital.com.au/ Or connect here: https://www.linkedin.com/in/katestorey/



ABSTRACTS
STUDENT FORUM

13

Artificial intelligence in sustainable food systems 
design

AUTHORS

Stephanie Camarena 
RMIT University, Australia

KEYWORDS

Food systems, artificial 
intelligence, systems thinking, 
design innovation

#145

ABSTRACT

By 2050, the current challenges faced by our food systems will be further amplified by the need 
to feed 9 billion people. Water scarcity, pollution, soil degradation and the impacts of climate 
change on agricultural production are only a few of the environmental constraints we face. 
Designing services in any area of the food chain can no longer be done using a business as usual 
approach. Technologies such as artificial intelligence are disrupting agriculture, food processing 
and health outcomes in ways which could revolutionise how we relate to food and provide an 
opportunity to think differently about our food systems.

The research investigates artificial intelligence (AI) as a possible enabler of sustainability in 
food systems, with caveats. The technology could support transformational changes towards 
sustainable food systems but also creates issues of a new kind that designers can and should 
consider as part of their design brief.

Case studies on nutrition in schools and on food waste investigated the use of AI in the 
process redesign. The author will present some of the challenges, impacts, results and ethical 
considerations encountered. The focus on the methods of engagement include the use of 
traditional design thinking approaches, lean start-up and rapid prototyping where failing early is 
proving to be a critical component.

The use of AI ethics guidelines and sustainable development goals (SDGs) are used retroactively 
in the evaluation of the designed solution to provide some insights for future proactive design 
solutions.

BIOGS

Stephanie Camarena

Dr. A systems thinker, Stephanie works with organisations to co-design processes, products 
or services that integrate life-cycle thinking approaches. Typical outcomes resulting from 
Stephanie’s work include: - Leaner, more efficient systems of work - System innovation and 
design break-throughs - Measurable Sustainability progress. Her work with local governments 
and the road maintenance industry has received national recognition in the field of Design for 
Sustainability including winning Banksia Sustainability awards for Product design, manufacture, 
use and disposal; Victorian Premier Sustainability Award – Regional Recognition. Stephanie 
brings a unique style of facilitation and consulting that is characterised by her warm, 
consultative and relationship-based approach to work in collaboration with others to effect 
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change in complex systems. Coming from a technology and business transformation delivery 
background Stephanie brings a level of rigour to how she manages and organises stakeholders 
to solve complex problems with high returns on the effort invested. Now a PhD student in 
Design Innovation at RMIT, Stephanie is bringing her diverse expertise in Design and Artificial 
Intelligence to advance the transition to sustainable food systems.
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ABSTRACT

Service Design (SD) and Design Thinking (DT) share many pillars - both are human-centred, 
holistic, iterative, real, collaborative - and DT cognitive processes are widely used to design 
services. Both have Western roots and both are informed by culture (Thoring et al., 2014), 
therefore, Western culture is mirrored in how these processes are structured, comprehended 
and applied. With her research, the author aimed at gaining new understandings on the practice 
of SD in a different cultural context than the Western world.

What happens when a Western thinking model and its application into the services sector are 
“moved” into a different culture? In order to create value, a process should be crafted for its 
users and their culture (Stickdorn et al., 2017); hence the hypothesis that China needs a Service 
Design process tailored to its unique way of thinking and context.

The outcome is a process that considers the Chinese cultural and contextual characteristics 
and aims at guiding designers to create valuable services for that context. The key Chinese 
characteristics: the concepts of “connections” and “human value”, a fluid and flexible structure 
that reflects the Chinese synchronic perception of time, the pragmatic approach, team 
alignment moments to enhance teamwork.

This aims at being a trigger project; many “Chinese barriers” relate to SD methods and 
methodologies such as brainstorming and ethnographic research (Ann, 2017). Further 
explorations could address these topics to widen the just started research. Interestingly, 
although the research focused on the Chinese context, this process can adapt to other cultural 
realities. 

BIOGS

Giulia Capriotti 

Giulia Capriotti is a young product-service system designer; she attends a scientific high school 
that allows her to develop an analytical thought. Always fascinated by design, she obtains 
a Bachelor’s degree in Industrial Design at Politecnico di Milano, but she wants to design 
complexity and have an impact on a larger scale. So she enrolls in the Product Service System 
master course at Politecnico di Milano; a year later she enters the double Master’s degree 
program and moves to Shanghai, China, where she lives for a year and a half. During this 
experience, she matures her curiosity for the relationship between Service Design and culture, 
in particular the Chinese one, a topic that becomes her master thesis subject. In 2019, after 
graduating in China, she also obtains the Italian degree in Product-Service System design.
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ABSTRACT

It is widely accepted that design and innovation require ‘outside-the-box’ thinking, risk-taking, 
radical collaboration, the questioning of assumptions and a ‘fail-fast- learn-fast’ mentality 
(Brown, 2009; Cross, 2011; Dyer et al, 2011). However, while considerable literature currently 
investigates the elements of an innovation culture, relatively few studies explore the critical role 
that leaders of design teams play in creating a culture that empowers designers to best exhibit 
design skills. In particular, there is a gap in research that explores how leaders’ development of 
psychological safety within design contexts has a crucial impact on the outputs and outcomes 
of that team.

Our research argues that (a) psychological safety is vital to developing a thriving design team 
and (b) leaders of design teams play a pivotal role in developing this safety within their teams. 
We define psychological safety as when individuals feel secure to take interpersonal risks 
without fear of negative consequence (Edmondson, 1999) and argue that, for designers, it 
enables them to pose questions, challenge assumptions and provide feedback without fear of 
blame, judgement or risk to personal reputation. It also promotes vulnerability and creates a 
learning culture that views ‘failure’ as a necessary ingredient (Carmeli et al, 2009).

The authors will leverage the strengths of a multidisciplinary approach to bring a diversity 
of perspectives and understanding to the complexities of leadership in service design. This 
presentation draws upon design and positive psychology disciplines to redefine the role of 
service design leaders to show:

• how leaders can reinforce (or undermine) team psychological safety

• how psychological safety can impact designers to authentically engage with teammates within 
the innovation process

• how the freedom to be one’s ‘authentic self’ within a design context can ultimately lead to 
better design outcomes.
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Leander Kreltszheim 

Leander is a social designer whose career focus is using her personal strengths and skills to 
improve the lives of others. She works as Service Design Advisor for Mission Australia, a national 
not-for-profit organisation that strives to reduce homelessness and strengthen communities 
across Australia. A founder of Melbourne’s ‘Innovation in Not-for-profit’ network and member 
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of Service Design Melbourne’s ‘Design and Ethics’ committee, she is a connector of people, a 
seer of patterns, an asker of unique questions and likes testing new ideas where she observes 
gaps and opportunities. Leander is currently completing her final semester in the Master of 
Design Futures (RMIT University). Her research interests include exploring the role of intuition 
within the design process and she recently presented at Design Leadership 2020 on the 
importance of psychological safety within the design community.

Jennifer Lennon 

Jennifer Lennon, Organisational Development Advisor, The Smith Family Jennifer is an 
experienced learning and organisational development professional who aims to support 
individuals and organisations thrive using a strengths-based approach. With over 13 years’ 
experience in the Not-For-Profit sector, Jennifer currently works as an Organisational 
Development Advisor for The Smith Family, a national children’s charity helping disadvantaged 
Australian children to get the most out of their education so they can create better futures 
for themselves. Jennifer holds a Bachelor of Psychology and has recently completed a Masters 
of Applied Positive Psychology with First Class Honours from The University of Melbourne. 
Jennifer’s professional interests include the role of psychological safety and psychological 
capital on employee engagement and performance, and how organisational environments 
influence perfectionism in the workplace and its impact on performance and wellbeing. 
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ABSTRACT

Governments around the world are making tremendous efforts to innovate as they face 
the pressure of the VUCA - Volatile, Uncertain, Complex, and Ambiguous - world (Pollitt & 
Bouckaert, 2004; Kingsinger & Walch, 2012). Design thinking (Brown, 2008; Martin, 2009; 
Liedtka and Ogilvie, 2011) as a human-centred approach provided clues to reform the public 
organisations by “designing for citizens” and “designing with citizens” with the hope that they 
can collectively overcome large-scale problems and create new value for public policies and 
services (Bason, 2017).

If design is situated to innovate public organisations, including the creation of policy, citizen-
centric service initiatives and enabling collaboration with citizens and stakeholders, how are 
top leaders within the government prepared to transit towards a “design-inspired” leadership? 
This paper proposes the idea that the impact of design in achieving their transformation goals 
is largely influenced by the executive leaders and design leadership at multiple levels of the 
organisation to overcome the barriers in integrating design within public organisations and 
sustain its impact.
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As one of the pioneers who brought design thinking to Singapore a decade ago, Debbie believes 
that the greatest value of design is in applying it to the wicked and complex challenges facing 
public organisations.

Debbie has over 10 years of experience helping both public and private sector organisations 
leverage design for strategic differentiation, innovation and business transformation. She is 
talented at developing the design capabilities of non-designers, ethnographic research methods, 
and developing stories and visualisations to support change.

She has developed executive education programs, training curricula and design toolkits for 
many private and public sector clients. Through her practice, she has helped organisations 
adopt the design process to solve complex issues they are facing in delivering public value.

Debbie is a certified Business Design Trainer and Facilitator through the Rotman School of 
Management and an Associate Trainer with the Civil Service College in Singapore. She also 
holds multiple certificates in service design and design innovation. She spoke at the 19th 
Design Management Institute: Academic Design Management Conference in London in 2014 on 
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‘Citizen-Centric Public Policies and Services Through Design’ and was subsequently published in 
‘Design Management in an Era of Disruption’.

Debbie also holds a Bachelor of Social Science Second Class Honours (Upper) in Economics 
and Bachelor of Science with Merit Field of Study Economics Grade Second Upper from the 
National University of Singapore.
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ABSTRACT

The purpose of the study is to increase knowledge of adopting a service design (SD) approach 
in financial organisations in Northern Europe. The study focuses on the strategic and corporate 
levels. The main purpose is specified by the following objectives:

To explore

• the motives, challenges and opportunities of adopting the SD approach

• the managerial approaches used in implementing change in an organisation, and their 
perceived success in adopting the SD approach

• the factors supporting/resisting the change in an organisation

• the role of organisational learning in the process of adopting the SD approach

• the manifestation of the adopted SD approach at the strategic and operational levels

The research methodology is based on a hermeneutic abductive approach and qualitative 
methods. The focus is on companies that have adopted, or are in the process of adopting a SD 
approach. The informants will be those who have experienced and seen the effects of this.

The study results in both scientific and practical contribution. The study extends the theoretical 
foundation of service design and develops theories from the management and business 
perspectives. This study increases the knowledge of change management as well as the factors 
supporting and resisting the implementation of the SD approach. Moreover, it extends the 
understanding of organisational learning in the process, contributing to the literature of service 
design, service-dominant logic and organisational change management. This study provides 
a practical contribution by offering novel managerial approaches for senior managers to 
implement a change for adopting a SD approach for business renewal.
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Master’s degree program, she works actively in the R&D projects. There are two ongoing 
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organized several international Service Innovation & Design seminars, and Nordic ServDes2012 
Conference in Finland together with her colleagues. Currently she is making her PhD studies in 
the University of Johannesburg, South Africa.


