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ANSWERS TO KICK-OFF FEEDBACK 
On September 17, 2015 we officially kicked-off designing better. We asked all participants at our 

Community Kick-Off Event to give us some feedback on the overall project. We were asked a number 
of questions about the project. Below you will find a summary of questions and answers by theme.  

Process 
Is the deep dive research enough time and involvement to gain a high level of 
understanding of participant needs?  

Short answer, yes. By using empathy and observing/engaging with people we can quickly gain 
meaningful insights. We are also designing engagement with people in such a way that it is 
focused on what matters to them. This allows us to get to understanding their needs quickly.  

How will membership of the community advisory group be determined? Will they 
be authorized to make recommendations (or decisions)? 

Membership of the community advisory group will be determined by what participants tell us 
during the deep dives. We want to understand which stakeholders are most connected to people 
(including those beyond addictions and mental health) and invite them to participate in the 
advisory group. Based on the learnings coming out of the research, the community advisory 
group will be making some decisions on which prototypes to test. Once prototyping and testing 
is complete, they will also be making recommendations to the sponsors and the WWLHIN. As for 
decisions about money or moving things around in the system, that kind of stuff is up to the 
funders/providers to work out. 

How will we ensure that the deep dive research component is not a repeat of 
Western Anthropological Research?  

We’re not exactly sure what you mean by this question. If you are the person who wrote this 
please drop us an email (byoung@cmhawwd.ca) we’ll try to answer this for you. It’s worth noting 
that we will be designing the research process with participants to focus on what matters to 
them and working with them to choose activities that work to their strengths. Our recruitment 
phase involves a careful two-step consent process and we want to conduct our research in a way 
that minimizes disruption to their lives and their community.  
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Input and Engagement of Diverse Stakeholders 
How will the voices and perspectives of direct support staff be honoured? 

We actually have some great voices and perspectives from direct support staff from our previous 
work on the Concurrent Disorders Experience Project, also known as Your Experience Matters. 
We will be weaving this information into Designing Better. We will also be inviting direct support 
staff (and many other stakeholder groups) to participate in design labs as we work together to 
build solutions. We expect that we will also gain insights from direct support staff throughout the 
deep dive process, as many will be working alongside the people we hope to understand. 

How do we harness the energy and ideas of people that are new to the system 
(consumers and providers)?  

We always appreciate new sets of eyes on the work we do, and this is where Design Labs come 
in. Design Labs provide a collaborative opportunity to harness the collective wisdom of everyone 
in the system towards building meaningful solutions. We will also invite people from outside the 
system, with expertise that will help us prototype a solution (they could be experts in tech, 
customer service, all kinds of things!) We want to learn from people with various levels of 
experience with the system. 

Is there room for a determination process for how best to engage those living with 
the most complexity?  

Absolutely! We are actually building an engagement process that is directed by the person with 
lived experience. They will have an opportunity to pick which methods of engagement work for 
them and we will build custom engagement plans for each participant.   

How do we engage the voices of those who have been unable to access our 
services and who may need our services (i.e. those not on caseloads and/or on 
waitlists)? 

This is where we need your help. If you know of someone who you think might be a good fit, 
have them reach out to us. We have identified a few people like this and we hope they will 
participate in our deep dive research. We will also be offering folks like this an opportunity to 
submit feedback anonymously. Once we have that option live, we will send it out to a variety of 
networks and post it online. 

How do we amplify the voices of those who are currently unable to bring their own 
voice to the process (because they are too unwell)? How can those who are ill but 
do not recognize it give input?  

We completely understand that some folks may not be able to participate in this type of 
engagement for a variety of reasons. Our first rule is always ‘do no harm’. If people are too 
unwell to participate directly, then we seek out information on their experience in other ways. 
We will be engaging with ‘family members’ (however a person defines this), direct service 
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providers or anyone else who knows these folks (with their consent of course) to understand 
their experience.  

How can we create opportunity for people to give input individually and 
anonymously? 

We will provide space on the Designing Better website (designingbetter.ca) to submit comments 
and feedback anonymously to the research team—this functionality is currently in the works. For 
participants in the formal research process, building in the level of anonymity that they wish will 
be part of designing their custom engagement process. Once we have this option live, we will 
send it out to a variety of networks and post it online. 

How do we include family input? 
We are focusing part of our deep dive research on family members, as we know they too have 
experiences with our system. They will also be invited to participate in design labs to co-design 
solutions with us. We recognize the importance of family members and are bringing forward all 
we learned about their experiences through the Concurrent Disorders Experience Project as well.  

How will other sectors (i.e. justice, housing, income security) be involved and 
engaged in this ongoing process? 

We’re not sure yet. We want to understand which stakeholders are most connected to people 
(including those beyond addictions and mental health) and invite them to participate in 
designing solutions. We’re going to let the research tell us who needs to be involved. We know 
from the Concurrent Disorders Experience Project that many people and organizations outside of 
the formal system play a role in the experiences of people with mental health and addictions 
issues, and the process is being designed with this in mind. 

How do you ensure enough (volume) and meaningful (depth) engagement with 
consumers?  

Through some of our other projects (i.e. Concurrent Disorders Experience Project, also known as 
Your Experience Matters) we gathered a huge volume of higher-level information on what 
people need. What we are missing is significant depth related to people’s experiences. That’s 
where we’re focusing with Designing Better. The neat part is that we’re going to focus on what 
matters most to people so that we get the depth of understanding we need to build innovative 
solutions. 

How do we harness diversity of ideas and perspectives so that we can all generally 
agree on where we land? 

This is part of what makes a design thinking process so interesting. The process itself guides 
participants from thinking by themselves and generating a lot of ideas and perspectives to 
thinking together as a group, focusing in, and agreeing on a path (or multiple paths) forward.  
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How will this project be integrated with the ongoing CCISC implementation and 
other system improvement work? 

A key part of this project is to bring all the pieces together so we truly understand the system. 
We have made a visual of how the work all connects that you can view. In many cases those 
driving C-based initiatives are very involved in Designing Better, and are in a good position to 
spot opportunities for integration. We know that our methods and the CCISC philosophy are 
quite complimentary, and have cooperated well throughout previous projects. 

How will you respond to resistance (based in fear and anxiety regarding change, or 
cynicism in that “we’ve all been here before”) that will arise for consumers and 
providers? 

We’ll respond honestly and with empathy. We get that ‘the system’ has seen things like this 
before that didn’t turn out as expected, and that history has left people frustrated and 
questioning. That’s also why we are doing something deliberately different this time, using a 
process that is rooted in empathy and the needs of people. Will things actually change this time? 
We don’t know, but we hope so. We’re going to keep trying.  

How will we implement changes if some service sectors and/or organizations do 
not want to? 

We hope that by participating in the process, most organizations will be invested in the changes 
they help to design and see them as beneficial for the people they serve. During the project, we 
will prototype and test proposed changes within the system. We will then make 
recommendations to the project sponsors and the WWLHIN, who will implement any long term 
system changes. 

How will this project address the bureaucracy of the system (i.e. functional centres, 
targets, mandated tools etc.)? 

It really depends on what we find out during the research phase. If bureaucracy is a key obstacle 
to designing better, then we will be designing solutions to address those needs. We are also co-
designing alongside members from the WWLHIN, who are interested in how they can remove 
barriers to our success.  

Resources 
Assuming that Overlap will be leaning on the existing relationships of service 
providers to engage those living with the most complexity, how much time and 
what other resources will be required to facilitate this? 

We’re not sure yet. We need to meet with folks who are interested in participating in the 
research and design their customized engagement plans. Once we have that done, we’ll have a 
sense of what, if any, additional support will be required from individual workers/providers. We 
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anticipate providing some support and we are currently establishing how to do this in a way that 
respects everyone’s time and doesn’t disrupt service provision. 

How does technology fit and support this work?  
We hope to leverage technology initially during the engagement phase of the research with 
people. If someone wants to engage with us in a way that requires technology, we will provide 
that technology to them. We will also likely explore how technology can support larger system 
changes during the design and prototyping phases.  

Is more money needed? 

Honestly, we don’t know yet. We’ll have a better sense of that when we get to the prototyping 
and testing phases. Often we can do a lot with what we have just by changing how we do things. 

Communication & Clarity 
How will outcomes of each stage of the project be shared with those engaged in 
the project?  

We hope to use a variety of ways to communicate with folks. We have set up a website 
(www.designingbetter.ca) and a twitter account (@design_better) that we will use to 
communicate progress as we go. We can also share paper or verbal updates with stakeholders 
who don’t have access to the web. If you have any other ideas, let us know! 

How can we be clear about what is in it for the consumer? (i.e. compensation, but 
also the bigger picture system redesign benefits -short and long-term implications) 

We want to share information about what is involved on paper, and also by having conversations 
with people. We want to make sure they understand what they are getting into (if they decide to 
participate) and what the implications are for them personally and for the system. We can also 
post this information on our website. 

What assumptions are at play in the development of the project (i.e. working with 
the predetermined funding envelope)?  

We have determined a set of guiding principles that are some of the basic assumptions we’re 
working from. Aside from those, we don’t want to limit our thinking based on what exists, but we 
do want to focus our work on what is in our power to change. The process will actually involve 
switching back and forth between different types thinking–sometimes, we will dream big and 
throw all of our assumptions out the window. Other times, we will be very grounded in hard 
constraints and realities. That said, we will take time and ask hard questions to be sure we’re 
working with a true constraint, not an unfounded assumption.  
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Can you clarify what the activities of the project are?  (i.e. what is network 
mapping?) 

Absolutely. We’ll update the website to provide definitions for each project activity.  Look for 
those shortly!  
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