
 

 

designing better  
PROJECT SUMMARY 
 

Why we did it 
• People’s experience matters 

• Higher quality services lead to better quality of life for people 

• People need us to be more person centered and complexity capable 

• We want to inspire and drive change forward for people 

• We need to do more to meet service demands and sustain our publicly 

funded system 

How we did it 
We started with the needs of people and designed for that. Simple to say, hard to 

do. 

What we did 
1. We used a Design Thinking approach that starts with empathy for the end user, 

in this case people using services.  

2. We customized engagement for people and engaged deeply with them. We 

engaged with 12 people for over 100 hours to learn about who they are and 

what life is like inside and outside of services. 

3. We identified what mattered to people. 

4. We looked beyond ourselves to other industries that design services and 

experiences well. 

5. We learned that one of the things that mattered most to people was dignity. 

People wanted dignity when engaging with services and supports. 

6. We created Dignity By Default : An Addictions and Mental Health Service 

Standard. The Service Standard gives people and providers a way to design, 

deliver and measure services that offer dignity by default. 

http://designingbetter.ca/dignity-by-default
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7. We created Experience Patterns: A collection of guidance and advice about how 

to build and deliver a dignified experience of addictions and mental health 

service. They are based on people’s needs. 

8. We shared our work with the community and proposed improvement ideas we 

could prototype. The community selected: 

a. Act As One Service  

b. Deal With Trauma 

9. We built prototypes for each of the ideas and collected further feedback from 

the community. This allowed us to test whether or not the Service Standard and 

Experience Patterns were useful when trying to design and improve services. 

10. We learned they are incredibly useful as they focus our efforts on both 

experience and quality. We now believe that Outcomes = Quality + Experience. 

11. We proposed that over the next year we design and implement Act As One 

Service in each of the sub-LHINs. The Addictions and Mental Health Program 

Council agreed. 

What’s Next 
We will begin the process of building Act As One Service in each of the sub-LHINs 

using Dignity By Default and a set of complementary tools we have created. We will 

start small and build as we refine and learn. 

How will we know if we are making services 

better? 
• Decrease ALC days 

• Decreased transitions 

• Decreased wait times 

• Increase in positive experiences and outcomes that matter to people 

• People tell us they have Dignity By Default 

 
 
 

http://designingbetter.ca/experience-patterns
http://designingbetter.ca/act-as-one-service-feedback
http://designingbetter.ca/deal-with-trauma-feedback
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