Co-producing
Aged Care
Services with a
Wellness Focus

Part Three

Tools & Activities

-4
STEP FORWARD'
TOGETHER™



This document was funded by the Australian Government, Department of Health.
Published in September 2016 by CommunityWest Inc., PO Box 153, Woodvale, Western Australia,
6026, Australia

Whilst every care has been taken in the preparation of this publication, no responsibility can be
taken for the results of any act or omission based on the information supplied.

This information has been compiled for the use of aged care service providers in Australia. The
information provided in this document is not to be reproduced for any other purpose.

Copyright © 2016 CommunityWest

This work is copyright. Apart from any use as permitted under the Copyright Act 1968, no part
may be reproduced by any process without prior written permission from CommunityWest.
Requests concerning reproduction and rights should be addressed to the Chief Executive Officer,
CommunityWest via email to admin@communitywest.com.au

Contents

Introduction

Tool 1: Project Planning Template
Tool 5: Project Scoping Template
Activity 1: Wellness Pebble Activity

Culture

Tool 2: Consumer Information Sheet

Tool 3: Consumer Invitation Letter Template
Tool 4: Working Group Education Session Facilitator Guide
Activity 2: Co-drawing

Activity 3: Life Highlights

Activity 4: Personal Objects

Activity 5: Thank you for the gifts

Activity 6: Tree of Strengths

Activity 7: Trading Places

Activity 8: Gifts of the Head, Heart & Hands

Practice

lce-Breaker Activities

Facilitation Phrases

Good Discussion Questions

Tool 6: Co-production Checklist

Activity 9: Life Snapshot

Activity 10: Post-it Session

Tool 7: Four Box Template

Activity 11 - Collages

Activity 12 — World Cafe

Tool 8: Storyboard Guide

Tool 15: Touchpoint Mapping Template
Tool 12: Future Improvements Template
Tool 11: Improvements and Benefits Template
Tool 9: Scenario Template

Tool 10: Stakeholder Needs Template
Tool 13: Personas Template

Tool 14: Prototype Evaluation Tools

Review

Activity 5: Thank you for the gifts

Tool 16: Wellness and Enablement Self-Assessment Tool
Tool 17: Biggest Difference Template

~N o1 B

12
13
14
26
28
29
30
32
34
35

37
38
40
41
42
49
50
52
54
60
62
63
65
67
68
69
71
74

77
/8
80
82

ainyjn)

asnpeld

MBINDY



Introduction

Tool 1: Project Planning Template!'*

This document has been published by CommunityWest for aged care service
providers who want to implement or improve the Wellness and Enablement focus
of services and programs. The content in this document has been developed from
international research on co-production and tested by ten Australian aged care
providers with older consumers. It features practical tools and activities, linked to
each part of the Jigsaw Model of Change Management, referred to in Part Two.

Purpose

Co-production has the potential to make an important contribution to future
challenges the aged care sector faces in Australia. This document will help you
implement the Jigsaw Model of Change Management through a selection of
practical tools and activities.

Why use it

Implementing co-production is challenging and complex?. This document
provides you with practical tools and activities to implement co-production in
your organisation or project. It will support the working group to implement the
principles, understand experiences of consumers, design and test new services or
programs.

How to use it

CommunityWest has developed a three-part publication for aged care services
providers to implement co-production. This document is Part Three, comprising of
practical tools and activities which compliments Part Two. Part One focuses on the
‘what’ and ‘why’ of co-production. Part Two is a practical toolkit, which outlines the
'how’ for people leading co-production processes.

CommunityWest recommends Part One and Part Two are read before referring

to this document.

Template Instructions:

1. Identify the desired consumer outcomes

What are the desired outcomes of this project for the consumers and their

communities?

Consumer outcomes are both personal and health outcomes, measurable in
terms of improved Wellness and enablement.
Consumer outcomes may be expressed as qualitative and/or quantitative

targets.

2. |dentify the desired project outputs

What outputs are needed to achieve the outcomes identified above?
Outputs are immediate and direct results of the project delivery.

3. Identify the improvement goals
What goals are needed to achieve the project outputs?

Include improvements in existing services or possible new service elements.

Identify as many specific goals as you want, then narrow these down to two or

three key goals.

1. Consumer
Outcomes
What are desired
outcomes for the
consumers and their
communities?

e.g.
increase in social
connections,
autonomy or
independence

Outcome Statement

2. Project Outputs
What outputs are
needed to achieve
project outcomes?

e.g. communication
between staff and
consumers

Outputs Statement

The aim of this activity is to develop three statements to guide the work you do.

3. Project Goals
What goals are
needed to achieve
the project outputs?

e.g.
develop specific
service, tool or
resource

Goal Statement
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Tool 5: Project Scoping Template!'*

Template Instructions:

1. Identify the need for the project
You can use the conversations COTA's peer information session, Activity 1
Wellness Pebble Activity or the Tool 4 - Working Group Education Session to
identify what the need is, and why you want to work on this topic or idea.

2. Proposed plan and methods
Your organisation has decided you wish to co-produce this project, using the
framework and principles in this toolkit. However you will need to plan for
designing, testing, implementing and evaluating your project. You will also want
to discuss what methods you will undertake to do this.

3. Stakeholder involvement
Your project’s working group is already established and they will be the key

% stakeholders in this project. However, who else will need to be involved?
o Consider stakeholders for the four stages of design, test, implement and
> _% N evaluate.
(_OD o o 4. Decisions required
o % % Your working group will be responsible for making decisions in your project.
e 5 48 You may want to consider what decisions might need to be made as the project
—
3 %_ 9 progresses, and significant decisions to be made.
3 o g
3 o2
>3 @
Q
S
o Overview of proposed plan and
<
= methods
E.g. Using surveys, focus groups,
piloting etc.



https://www.communitywest.com.au/cw-resources/co-production/step-forward-together-resources/step-forward-together-toolkit/340-activity-1-wellness-pebble-activity/file
https://www.communitywest.com.au/cw-resources/co-production/step-forward-together-resources/step-forward-together-toolkit/340-activity-1-wellness-pebble-activity/file
https://www.communitywest.com.au/cw-resources/co-production/step-forward-together-resources/step-forward-together-toolkit/356-tool-4-working-group-education-session-plan-facilitator-s-guide/file

Need for Project

Need for stakeholder

involvement

Overview of proposed plan and

methods

Decisions required

Activity 1: Wellness Pebble Activity

Time Required: 30 minutes
Resources Required:

e Plastic containers

e Coloured marbles or similar
e Wellbeing words

Purpose:
The purpose of this activity is to help your project working group identify what
elements of Wellness are most important to consumers and the people you support.
This activity can help identify and prioritise a potential project to co-produce.

This activity was developed by Step Forward — Together™ pilot site, WestCoast
Home Care (SA).

Set the Scene:

Invite consumers or clients to participate in an activity to discuss wellbeing. This
could be facilitated through a facility, social centre or even in collaboration with
COTA's peer information session on Wellness and co-production. Inform people of
the purpose of this activity, in that the responses will help to guide a special project
team. You could even use this opportunity to invite consumers to be part of your
working group!

Instructions:

1. Print off the Wellbeing words on the next page. Feel free to adapt or add to
thesel!

2. Place one plastic tub with each Wellness word.

3. Provide people with three ‘pebbles’ to indicate three factors they believe are most
important to their sense of wellbeing.

4. Ask people to put their pebbles in the tubs

5. At completion of the activity, count the number of pebbles in each tub of
Wellness to give you an indication of what matters most to people.

Facilitator Notes:

You can use the results to facilitate a conversation with people to explore the top 1 -
3 responses further to help you develop your co-production project concept.

This activity will also give you an opportunity to find out what people are passionate
about when it comes to being and staying well. This could help you identify
potential consumers to approach about being involved in a co-production project.
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MB3INDY



WELLBEING
What 3 factors do you believe
are most important to your
sense of wellbeing?

Rewarding work or
volunteering

Faith & spiritual support

Good diet & access to healthy
food

Physical activity
Good quality sleep
Community participation
Company of friends

Independence and choice

10




Co-production of wellness services in
aged care - what’s in it for me?

e Co-production is a partnership between organisations which provide aged care services and the
people that use them.

e The emphasis is on consumers working alongside service provider staff to review services, improve
services, design new services or resolve identified problems or issues.

e |tis a collective process where the needs of a diverse group of people are considered, as opposed
to working with an organisation one-on-one to design your own package of care.

e The purpose of co-production is to improve individual and collective outcomes for the community
and the organisation which provides services and programs.

e Co-production is an opportunity for people with lived experience of ageing to improve the
experience for current or future consumers in their community.

e |tis a collaborative process which not only includes planning, but also decision making and
implementation.

Co-production is very much an active, rather than passive process, which is where traditional forms of
consultation normally sit. You may have been asked before to complete surveys or participate in focus groups
to provide feedback to the organisation. This is not co-production. Co-production is different because although
you provide feedback and insights to the organisation, you also play an active role in idea formulation and
decision making. This requires both consumers and organisations to recognise the assets each individual brings
to the process and collaborate on an equal footing, where power is shared between the group.

The 5 principles of co-production are:

People are assets; the skills and strengths they bring are used in the process of change
People feel there is a safe space to speak up and be listened to

People are equal partners in the process; ensuring accessibility for everyone

Everyone commits to contributing and benefits from being involved

It is clear how we make decisions

mnhwnNRE

You may have been approached by an organisation to be part of working group to design a new service or
review an existing service. If you are involved in a co-production project you will be contributing your time,
effort, unique perspective, ideas, and your personal skills and strengths to the process.

When you are involved in an authentic co-production process you will feel:
e You can be honest with the group and share your ideas, feedback and opinions without
judgement from others
e You are equal to others in the group, including staff
e You are included in the process from beginning to end
e You are contributing to the decision making process and have an equal say
e Your contribution to the group is valued and acknowledged

For more information on co-production and wellness, visit www.communitywest.org.au

- -
O COTA%

CO mm u n ItyWe St For older Australians

Advancing Community Services

12

Date

Help shape and inform our service

Dear NAME

We invite you to work alongside us to make sure we are developing services which will benefit older
people both now and in the future. We are looking for people who, based on their lived experience
or those of a family member, would like to influence and shape the way we provide support, the
information we produce and the types of services we offer.

We acknowledge as the consumer you know best what works for you, what we could be providing as
well as what we currently provide which could be done better. As your service provider, we want to
be able to provide a service which really improves your quality of life and by having you more
directly involved, we have a greater opportunity of getting it right.

ORG NAME recognises genuine participation is about having a voice and being heard by others. The
opportunity to get involved in decisions and service improvement discussions is fundamental to a
person’s sense of wellbeing. Where this does not happen, choice and control is compromised.

ORG NAME will be forming a working group of staff and consumers to work together. The working
group we are establishing is to co-produce a

Co-production basically means creating something together. It is about people with different views
and ideas coming together to make things better for everyone. Co-production is about people who
use services, carers and professionals working together as equals. Being equals means nobody is
more important than anyone else.

We are seeking people from our local community to help shape this project and contribute to the
development of

The benefits of involving yourself and others include:
e improving outcomes;
e services being more responsive to needs;
individuals and communities building a sense of ownership of services;
consumers gaining knowledge and self-confidence; and
policy and service quality improves.

As a consumer you will be committing to:
e attend regular meetings (frequency, days and times will decided together once the group is
formed)
e contribute to and actively influence how we
e provide your insights to ensure the program is meaningful to people.

If you would like further information or you are interested in participating, please contact:
CONTACT PERSON INFORMATION
XXX

We would love you to be involved with this project. It is a new concept for all of us so we will be
learning together. Of course, in the spirit of co-production, you have the choice and control as to

your level of involvement and we will support you every step of the way!

13
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~) CommunityWest

Advancing Community Services

Project Working Group Education Session

(-’\) CommunityWest

Advancing Community Services

Session 2

Timing Content Resources

30 mins Room set up

40 mins Housekeeping Coloured paper
Day’s structure and break times Markers
Summary of previous session
[Activity: Co drawing]

40 mins Principlg 3 ' Butchers Paper
Group Discussion Markers

15 mins TEA BREAK

30 mins Principle. 4 . Butchers Paper
Group Discussion Markers

30 mins Principle 6 Butchers Paper
Group Discussion Markers

30 mins Decision Making Tools & techniques HO Interaction vs
[Activity: Interaction vs. Action scaling] Action

30 mins Group Rules/Terms of Reference Butchers Paper
Group Discussion

10 mins Close and Summary

What's next — keeping momentum (Project Lead)

CLOSE

Session 1
Timing Content Resources/Activity
30 mins Room set up Laptop
Data projector
Speakers
Internet
30 mins Housekeeping Pack of Starburst
Day’s structure and break times wrapped lollies
Introductions and ice-breaker activity Butchers paper
Markers
20 mins Project Overview BRIEF
e Overview of project
e The role of the Working Group
30 mins inciol 0 bi ’80 odd years of
Principle 5 Wellness and Enablement ha ' video
The focus is on delivering outcomes which promote Wellness HO Wellness Wheel A5
and enablement .
. . Picture cards
[Activity: Picture Cards]
] ) Butchers Paper
Group Discussion
Markers
15 mins TEA BREAK
20 mins Co-production Edgar Cahn video
e Definition HO Co-production
e CW principles of co-production Definition & principles
(This is an overview explaining the principles are what
the training is based on)
10 mins Principle 1
Group Discussion
30 mins Group Activity Butchers paper
[Activity: Tree of Strengths or Head, Heart & Hands] .
Post-it notes
Coloured markers
Pens
20 mins Principle. 2 ‘ Butchers Paper
Group Discussion Markers
30 mins Group Activity Values cards
[Activity: Values Cards]
30 mins Group Rules/Terms of Reference Butchers Paper
Group Discussion
10 mins Close and Summary (‘check out’)

CLOSE

15
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30 SET UP WB — Whiteboard
mins | Facilitator to set up room and equipment. BP — Butcher’s
Paper
HO Participant
Handout
FG — Facilitators
Guide
SESSION ONE
30 Welcome / Housekeeping / Purpose Ground rules (mobiles, one person to speak at a time, all ideas are
mins welcome etc.)

Group introductions

Participation — key to participant’s learning
Ask each participant to introduce themselves

ICEBREAKER - Starburst Game - Pass a bag of Starburst around and tell
everyone to take a few. Then, before they eat them ask them to share
something for every Starburst. For example, something about their family
for every red one, something about their plans for the future for every
green one, etc. This activity can also be done with any other coloured
lollies. You can write what each colour means on butcher’s paper or a
whiteboard so people remember the questions.

Red — What’s important to you
— Something interesting about yourself

BP or WB
Markers

Starburst lollies

16
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RESOURCES

Facilitator Notes

the group.

e It recognises people’s needs fluctuate over time and there are
often significant opportunities for improving capacity with the
right support at the right time.

e |t highlights the importance of social and community connections.

e Learning or re-learning the skills necessary for daily living.

mins | Sixty residents and staff at the Diana Isaac Retirement Village ow video to recap on what Wellness is.

4 mi Sixty resid d staff at the Di I Reti Villag Sh id p hat Well i OPTIONAL
in Christchurch combined all their considerable talents to consider the
come up with this tribute, 80-odd years of happy. The appropriateness for

https://www.youtube.com/watch?v=ebD drWYVal
residents wanted to show their children and grandchildren s:// Y / the audience
just what they're made of!
15 BREAK
mins

CO-PRODUCTION

20
mins

No more throw away people — Edgar Cahn

Show video at the beginning of this section to help the group
to understand some of the key concepts of coproduction and
stimulate discussion.

http://homecaretoday.org.au/provider/consumer-
engagement/co-production

6 minutes

Debrief
e What did you think of the video?
e What do you think are the important parts of co-production?

e Based on the video what do you think that co-production is?

Using the A5 Handout on co-production — breakdown the
definition and principles with the group.

e Definition
e Discussion

Co-production
definition and

19
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ACTIVITY Facilitator Notes RESOURCES

Social capital has been identified as an important factor in co-production.
Services have to learn how to work with rather than do to consumers. Any
attempt to re-design a system must also take into account how personal
skills, knowledge and resource and the availability to access social capital
vary from one person to another.

Co-production takes full advantage of the different types of knowledge and
skills based on lived experience and professional learning, because people
themselves are the real wealth of society.

30 The Tree of Strengths See Activity 6 - Tree of Strengths Post-it notes
mins | Based on the conversation we had about what Wellness BP
earlier next we want to explore what our team strengths are. Markers
Pens
OR
30 Gifts of the Head, Heart & Hands See Activity 8 - Gifts of the Head, Heart & Hands BP
mins | Based on the conversation we had about what Wellness Markers
earlier next we want to explore what our personal gifts are. Pens

Post-it notes

20 Principle 2 Genuinely interactive relationships are based on trust, mutual respect, BP
mins | People feel there is a safe space to speak up and be listened openness and personal responsibility. Co-production aims at establishinga | parkers
to. meaningful dialogue between the service provider and the people who
access services. On the consumer’s side, the dialogue must go beyond
Group Discussion expression of wants and opinions. They must be ready, willing and able to
What do you think is required as a group to ensure you feel listen, reflect, consider options and accept change. On the service
there is a safe space to speak up and feel listened to? provider’s side, they must be responsive to the consumer, respectful of

21
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Culture Practice Review
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CommunityWest

Advancing Community' S

ACTIVITY

Facilitator Notes

understanding of the person being supported.

RESOURCES

accessibility for everyone.

Group Discussion

1.

How can we make this project accessible to everyone?
E.g. how can we involve others in conversations
What does it mean to be equal?

How does it feel to be equal?

How can we ensure everyone in this room is treated
as equals? E.g. wearing plain clothes only, not
uniforms etc. What does that look like?

What are the common elements of a partnership?
How can we replicate that in this group?

What are some barriers to equality and partnership?
How will we know if we are doing it?

capacity to participate on equal terms. This is partly because it fosters
equal partnership between ‘providers’ and ‘users’ of services, and affords
equal value to different kinds of knowledge and skills, acknowledging
everyone has something of value to contribute. It is also because, in order
to be effective, it must enable everyone to participate, not just those who
are already more able, articulate and socially advantaged. Hence
developing co-production forces us to think about the underlying causes of
inequality and how these can be tackled, and embrace very different ways
of framing participation. Equality can only be achieved with a shift in
power towards people who use services and carers. Co-production shifts
the balance of power, responsibility and resources from professionals
more to individuals by involving people in the design and delivery of
services. It recognises people are not merely ‘recipients of services’, but
are the very resource which can turn aged care services around.

10 Close and Summary e Recap on the session

mins e Ask participants how the session went - allow time for feedback
SESSION TWO

10 Welcome / Housekeeping / Purpose Ground rules (mobiles, one person to speak at a time, all ideas are

mins | pay’s structure and break times welcome etc.)
Summary of previous session Participation — key to participant’s learning

30 | Co-drawing Activity See Activity 2 - Co-Drawing Coloured paper &
mins markers

20 Principle 3 . . Co-production has to have equality at its heart. It can only be true to its BP
mins | People are equal partners in the process, ensuring principles if it is backed by measures to make sure everyone has the Markers

22
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ACTIVITY

4. What are you getting out of being involved in this
project/what are the benefits for you? If that was to
stop would you still be in the Working Group?

5. How will this project benefit other consumers? (not
just about personal agendas)

6. What is the benefit of this project for the
organisation?
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CommunityWest

Advancing Community S

Facilitator Notes

RESOURCES

10
mins

Principle 6
It is clear how we make decisions

Group Discussion

1. What’s important to how we make decisions?
2. How are we going to make decisions together?

A common problem with community engagement occurs because only a
small number of people dominate decision-making, accentuating power
imbalances between professionals and consumers.

In order for this principle to be applied, ensure everyone involved has
enough information to take part in decision making. You will need to
create an environment within your Working Group where new possibilities
are explored, and decisions are potentially made differently than what
you’re used to.

Co-production is not about handing over control and decision making BP
entirely to consumers, but about the service provider and consumers
making decisions together. This principle is about agreeing how decisions
are made, having transparency in decision making, and clarity around what
has been agreed or decided.

Markers

20
mins

Interaction vs. Action Scaling Activity

Ask people to complete a scaling activity of where they sit on
the interaction vs. action scale. Discuss this with the group
about why they chose their position on the continuum.

There are two dimensions to co-creative collaboration — interaction and
action, both of which are equally valuable to the co-production process.
Some people find discussion and the way in which the work is
accomplished more engaging, while others are drawn to making action
plans. The differences and contributions of each are:

document)

Encourage the more action-orientated people to have

Interaction

Action

Interaction vs.
Action (end of

25
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(-’\) CommunityWest

Advancing Community Services

Co-production is...

Individuals, communities and
organisations working together as equals
to improve experiences for people who
access services.

It requires a commitment to working
collectively and collaboratively, where
each person is involved in the process
from beginning to end, exchanging
information and power for mutual
benefit.

Our principles of co-production

1.People are assets: the skills and
strengths they bring are used in the
process of change

2.People feel there is a safe space to
speak up and be listened to.

3.People are equal partners in the
process, ensuring accessibility for
everyone

4.Everyone commits to contributing
and benefits from being involved

5.The focus is on delivering outcomes
which promote wellness and
enablement

6.1t is clear how we make decisions

27
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faihily and
friends

Make
my own
decisions

Try
something
new

. involved

Value my
independence

Stay

Recognises Skills and Abilities

The Wellness Philosophy recognises and emphasises a person’s skills and
abilities. This helps maintain or build their self-confidence and feeling of
being valued.

Promotes Independence
Support is tailored around a person’s strengths and abilities, and
maintains their physical, social and psychological independence.

Try Something New

Sometimes after a period of ill-health, injury or inactivity, a person may
be less able to do some of the things they used to do. The Wellness
Philosophy believes a person can regain strength, knowledge and skills
with support and encouragement, exercise and practice.

Maintains Autonomy
The Wellness Philosophy encourages a person to continue to make
informed choices and be in control of their own life.

29




Culture Review

Interaction Vs Action

Where do you sit?

There are two dimensions to the work we will do in this project — interaction and action, both of which are
equally valuable. Some people find discussion and the way work is done more appealing, while others are
drawn to making action plans. The differences and contributions of each are:

Interaction Action
Discussions Decisions

Relationships Tasks

The journey The destination

How people are interacting What gets done

Feelings, social & emotional needs Goals and outcomes

Planning Doing
Process Action

30
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Activity 2: Co-drawing

Time Required: 15 minutes

Resources Required:

* Coloured paper, 4 colours for 4 rounds of drawing
e Coloured markers, pens, textas, pencils etc.

e Timer

Purpose:

Drawing together helps practice working in collaboration with others and can
stimulate discussion about their preferred way of working. This activity can also help
people to access the creative side of their brain; this is particularly useful if the group
is ‘stuck’ for solutions. This activity is fun, engaging and an effective ice-breaker and
team building activity.

Set the Scene:

This activity is fun and creative and will result in laughter, play and positive
experience for all. Ask people to access their creative and silly side, to have fun with
this activity and enjoy the experience.

Discussion Questions:

At the end, the facilitator asks for a show of hands for which round was people’s
favourite. There will often be a balance in a group of people who like to lead, to
follow, to co-create or improvise.

Facilitator Notes:

This activity is extremely powerful in explaining what co-production is and gives
people an experiential insight. Explain to people Rounds 1 and 2 are traditional
methods of service delivery; Round 3 is consultation (as you don't really have a voice
in the end outcome of the drawing), whereas Round 4 is true co-production, as you
discuss, decide and do together. Notice also how you had more time for Round

47 This is because co-production takes more time than other forms of consumer
involvement.

This exercise gets people who rarely draw to be visual which sparks a new way of
thinking. And even if their pictures are often a little silly, the responsibility for their
creation is shared.

34

Instructions:
1. Invite people to pair off with somebody,

preferably someone they don't know very well e.g.

staff and consumer.

2. Tell the group their job is to draw four pictures
together over 4 rounds.

3. Ask each person to take a different coloured
pen from their partner; they will use this for the 4
rounds of drawing.

Round 2 (2 mins)

Ask each pair to take another piece of
coloured paper, different to Round 1.
Inform the group they will now swap

Round 1 (2 mins)

Ask each pair to take a coloured
piece of paper. Inform the group
one person in the pair will take
the lead and tell the other what
to draw. They have 2 minutes to
complete their drawing.

Once the time is up, go around
the table and ask each pair to
share their drawing with the

group.

Round 3 (2 mins)

roles, so whoever was leading in Round
1 is now drawing and vice versa. They
have 2 minutes to complete their
drawing.

Once the time is up, go around the
table and ask each pair to share their
drawing with the group.

Round 4 (3 mins)

Ask each pair to take another piece of
coloured paper, different to the previous
rounds. Now inform the pairs they will be
drawing something together again, and
this time they will need to discuss, decide
and draw together. They have 3 minutes to
complete this round.

Once the time is up, go around the table
and ask each pair to share their drawing
with the group.

Ask each pair to take another piece of
coloured paper, different to the previous

rounds. Now inform the pairs they will be

drawing something together, however
they are not allowed to talk in this
round. Remember, no discussions — just
start drawing and see what happens!
They have 2 minutes to complete their
drawing.

Once the time is up, go around the table

and ask each pair to share their drawing
with the group.
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Activity 3: Life Highlights ‘

Time Required: 30 minutes
Resources Required:

e Butchers paper

* Markers (optional)

Purpose:

This activity allows team members to understand each other’s
passions and personality and identify common life experiences. The first part of the
activity enables participants to reflect back on their lives, while the second part (i.e.
the review section) enables group members to get to know each other.

Set the Scene:

Inform the group this activity is designed to be non-threatening and shared in

a safe place with friends. Inform members it is entirely up to them what they
choose to share with the group. This activity will require everyone to recall and
share life highlights, which can include personal or shared moments; pertaining to
professional success, personal revelations, or exciting life adventures.

Instructions:

Ask each person to close their eyes for two minutes and consider the best moments
of their lives.

After they have had a moment to run through their life highlights, keeping their eyes
closed, ask each participant to take a moment to decide which moment of their life
they would re-live if they could.

Ask each group member to share what their chosen moment entailed and why they
chose it.

Discussion Questions:

How may your experiences and life moments help with this project?
Which life highlights was similar in the group?

What do these similarities mean for how we will work together?
Which life highlights was different in the group?

What do these differences mean for how we will work together?

Facilitator Notes:

You may wish to record the discussion on butcher’s paper to be displayed at future
meetings.

Source: http://www.toolkit.100open.com/discoveringnewideas/co-creation-techniques

36

Activity 4: Personal Objects

Time Required: 20 minutes
Resources Required: Butchers paper, markers (optional)

Purpose:

The purpose of this activity is for the team members to get to know each other and

build rapport. You can also focus this activity around your project and ask people to
bring something which represents their interest in being involved.

Alternatively this activity can be used as an icebreaker as team members are getting
to know each other.

Set the Scene:

Inform the group this activity is designed to be non-threatening and shared in a safe
place with friends. Inform members it is entirely up to them what they choose to
share with the group. This activity can support the group to find common interests
and create cohesion. Members will recognise some of the accomplishments, values
and/or characteristics of members which will support team building.

Instructions:

Prior to the next meeting, ask each working group member to bring along an object
which is personal to them and they feel comfortable speaking about.

Each person gets 1 — 2 minutes to introduce themselves, describe their object and
explain why they have brought it. This explanation should touch on what the object
is, and why it is important to them.

Discussion Questions:

Once each member has shared, the group may wish to ask each other questions
about their object e.g. how long they have had it, how/where they acquired it, its
significance to them etc.

Facilitator Notes:

You may wish to record each person’s object,
contribution, accomplishments, values and
characteristics on butcher’s paper, and even
accompany with photos of the person and/

or their object. These could be displayed at the
each meeting until the group is formed and strong
relationships have been built.

Source: http://www.toolkit.100open.com/discoveringnewideas/co-creation-techniques/
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B o Instructions:

l 3 1. Give each person a blank card. Instruct each person to write their name on the
inside of the gift card.

Instruct the group to pass around the gift card to other members of the group.

The members could start with “Thanks for your..."”

You can instruct members to sign their gift cards or leave them anonymous.

Once the cards have been completed allow time for each member to read their gift

CUE

= r‘

ActiVity 5: Thank you for the gifts [+’

Time Required: 20 - 30 minutes
Resources Required:

* 1 blank card per person

® Pens

Activity 7: Thank you for the gifts .,

Purpose: ) =

The purpose of this activity is to help group members identify and acknowledge
specific skills or gifts people bring to the team. Sometime people are unaware of
the skills they possess. When team members acknowledge each other’s skills, it is
a powerful attribution which serves to build group relationships. This activity works
best once the group have met as few times and know a little bit about each other.

This activity is also particularly useful if members lose sight of the contributions and
gifts each person brings.

- Discussion Questions:

1. Were you surprised what other people
recognised in you?

2. How do other’s opinions of your gifts
compare to your own?

3. How is this useful to identify and
acknowledge people’s assets?

Set the Scene:

Co-production is an asset-based approach where the skills, knowledge and expertise
of each person are valued and utilised. Everyone has different skills and abilities

and when we value and appreciate people’s strengths, it's good for the group. If
everyone had the same set of skills, the group would suffer. It's the difference in the
group which will support the co-production process.

' e
lea K

e My o
A stes Ko o)y
fogellin. Geod 3, |

Facilitator Notes:

Each person can keep their card; and ask them to bring it with them to every
meeting. As the group becomes closer, newly recognised gifts can be added.

38 39
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Activity 6: Tree of
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Time Required: 30 minutes

Resources Required:

e |mage of tree trunk and branches, printed on to large white paper e.g. A3 or A2
* Coloured post-it notes

* Pens

* Butcher’s paper and markers (optional)

Purpose:

The purpose of this activity is to help group members identify and acknowledge
specific skills and strengths people bring to the team and to discuss how these
assets can be utilised to complete their project. When a team identifies its assets
and strengths it can use these to solve problems and interact. This activity is best
used when the group needs to learn more about each other. It can support team
building and culture.

Set the Scene:

Co-production is an asset-based approach where the strengths, interests, skills,
knowledge and expertise of each person are valued and utilised. Everyone has
different skills and abilities and when we value and appreciate people’s strengths,
it's good for the group. If everyone had the same set of skills, the group would
suffer. It's the difference in the group which will support the co-production process.
Explain that individuals all have strengths and weakness, and so do teams. When a
group can understand what their strengths are this can leverage the success of their
project.

Facilitator Notes:

If the group identifies important skills or strengths missing for the project, you may
want to discuss who could be invited to support the project that has what the group
needs. They could be invited into the working group or invited to be part of the
project as required.

40
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Instructions:

1. Hang the large tree branch on the wall, where people can easily view and access

it

Ask people in the working group to pair up e.g. staff and consumer

Provide each pair with 5 post-it notes each a pen

4. Ask the pairs to discuss what they feel their top 5 personal skills and strengths
are and how they can help the group achieve the project objective — allow 15
minutes for this

5. Ask each person to write 1 strength or skill on the post-it notes. Each person
should end up with 5 completed post-it notes

6. Once complete, ask people to stick their post-it notes on the picture of the tree,
with the post-it notes symbolising the leaves of the tree

7. Once everyone has done this, ask the group to read all the skills and strengths
the group has

S

OPTIONAL: Ask the group to categorise similar strengths and skills on the tree
to identify 5 team strengths the group has. Record these on butchers paper and
display clearly for the group to see

Discussion Questions:

1. How can these skills and strengths impact how we work as a group?

How will all of these help us achieve our project?

. Are there any skills or strengths missing that we think we might need for this
project?

4. Are there skills that people want to improve or gain throughout this project?

w N
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Activity 7: Trading Places '+

Time Required: 15 - 20 minutes

Resources Required:

e Wellness case study — written, audio or visual

* Coloured hats with ‘Support Worker’ or ‘Client’ —
enough for 1 hat each person (optional)

Purpose:

The purpose of this activity is to help group members gain a better understanding
of one another. This exercise will require professionals to change places with
consumers, and vice versa. Its important people see the world from other’s point

of view. The dynamics of the group will change when everyone sees each other as
equal and this can support changing the shift of power dynamics for the purpose of
co-producing.

Set the Scene:

We all work in different roles, sometimes it can be hard to see from other people’s
perspective. Using a Wellness case study relevant to your organisation ask the
professionals and consumers to trade places with one another. Wellness case studies
can also be found on the CommunityWest website.

Instructions:

1. Provide the scenario to the group, ask members to get into smaller groups of 2 -
4 people.

2. Prior to discussing the case study ask the members to figuratively trade places

with each other — this is where the hats can be useful

Allow time for the group to work through the scenario.

Ask them to consider the situation and problem from their new perspective

Ask them to work together to come up with solutions to the issue.

Ask each group to report back what solutions they came up with.

on s

Discussion Questions:

1. Was this easy or difficult?
2. What did people learn from trading places?
3. What do you think is the benefit of trading places?

Facilitator Notes:

Staff might find this activity slightly easier than consumers. Consumers may need
support to consider this new perspective. It might be helpful to explain some
general parameters for staff, based on the Wellness case study chosen. E.g. Duty of
Care, policies and procedures, rostering etc.

Activity 8: Gifts of the Head, Heart & Hands

Time Required: 30 minutes

Resources Required:

* Coloured post-it notes

* Pens

* Butcher's paper and markers (optional)

Purpose:

The purpose of this activity is to help group members identify and acknowledge
specific skills and strengths people bring to the team and to discuss how these
assets can be utilised to complete their project. When a team identifies its assets
and strengths it can use these to solve problems and interact. This activity is best
used when the group needs to learn more about each other. It can support team
building and culture.

Set the Scene:

Co-production is an asset-based approach where the strengths, interests, skills,
knowledge and expertise of each person are valued and utilised. Everyone has
different skills and abilities and when we value and appreciate people’s strengths,
it's good for the group. If everyone had the same set of skills, the group would
suffer. It's the difference in the group which will support the co-production process.
Explain individuals all have strengths based on the head, heart and hands. When a
group can understand what their strengths are this can leverage the success of their
project.

Source: http://faithinaction.net.au/toolbox/tools/asset-mapping/
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Ice-Breaker Activities 3’

Staggered Arrival Questions

This activity is useful if people arrive at different times. Those who are early or on

time can become frustrated if the meeting does not begin on time. To put people

at ease and to get them involved as they arrive, use directions or questions posted

visibly for them to see as they enter the room. People can work in pairs or small

groups. Some suggestions for staggered arrival directions or questions are:

* Introduce yourself to two people you do not know and discuss what brought you
here.

e What have we already accomplished, or what are we proud of, related to our
project?

e Why is this project/topic important to you?

e \What are some outcomes you want to see from today’s meeting?

My name is?

Go around the group and ask each person to state his/her name and attach an
adjective which not only describes a dominant characteristic, but also starts with the
same letter of his name e.g. Generous Grahame, Dynamic Dave. Write them down
and refer to them by this for the rest of the meeting.

Newspaper Puzzle

Divide the group into small teams and give each group a copy of the same
newspaper. Ask them to spread the newspaper out in front of each team. Describe a
particular advert, article, fact or picture from the paper and the group has to find it,
rip it out and bring it to you. The first team to bring it gets a point. Continue calling
out items and the winning team is the one with the most points. Watch the paper fly.

Connecting Stories

Divide the group up into 4 - 5 people. Ensure each group has several post-it notes
and pens. The goal of the game is to connect mini-stories in an interesting way.

Each person must share at least one item that connects to the other mini-stories. The
longer the chain of items that can be created, the better. Write down a few words

on a post-it note to keep track of each part of the story. The first player begins by
sharing an interesting memory or experience they have. For example, “One day |
locked myself out of the house and had to spend the entire day at the coffee shop”.
Another person can tell a related story that has similar themes or elements to the
previous story. For example “I am a total coffee addict, | drink 3 cups of coffee a day
and | can't sleep well at night”. The next player, based on the previous story shared,
can say something related, for example “I don't sleep much at night because | stay
up late on the computer.” To help the group remember each part of the story, write
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a few words on a post-it note for each part of the story chain. The more interesting
or funny the story is the better. At the end of the game, the group with the longest
story chain is the winner. This activity is a fun way to get people to share stories,
whilst discovering similarities and common interests.

Fabulous Flags

This activity is useful to help people convey what represents them or is important to
them. Each person draws a flag which contains symbols or objects that symbolise
who they are or what they enjoy. You will need sheets of paper, pens, and coloured
pencils/crayons/markers. Give people 15 - 20 minutes to create their flag and then
share its meaning with the group. As an additional activity, you can ask everyone

to brainstorm ideas on what your group or co-production project flag could be.
Everyone could draw different parts of the flag and create it together. Alternatively,
you can collect the individual flags and create a ‘quilt’ of individual flags, signifying
unity.

Most Unique

Go around the room and have each person share something that makes them
different from anyone in the group, like, “I've never left the state | was born in” or
am one of ten kids".

Personal Scavenger Hunt

Take five minutes and find the following items in your wallet or purse: Something
that:

e you've had a long time

e you're proud of

® reveals a lot about you

e reminds you of a fun time

Have each person share the first item. Go around again on the second item and
again until you have gone through each one.

What's your story?

The simple art of sharing stories is a great way to reconnect with old memories,
honour special moments, learn more about others and turn strangers into friends.
Start by asking each person to choose a card and allow some time for people to
ponder the question or statement.

Go round the group and ask person to share their story based on the card they
picked. This could be done a number of times and you could even ask people to
bring a prop to help them tell their story.

You can purchase cards like this facilitate this activity, or create your own.

Check out Innovative Resources storytelling cards as an example.
47
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http://innovativeresources.org/resources/card-sets/storycatching-2/

Facilitation Phrases °’]

Acknowledging

* "It sounds like... is important to you.”

e “Am | correct in hearing that your
experience with... has been...?”

Encouraging

e “Can you tell me more about...?”

e “We have heard from several of you. |
am wondering if someone we haven't
heard from has something to say
about this.”

Clarifying

e “Can you explain more about...?”

e “Can you give me an example of...?”

e | would like to understand your idea,
but I'm a little unclear about...”

Reflecting or Empathising

e “When he said... it sounds like you
felt...”

® "It sounds like you have concerns
about...”

e "It sounds like you have a need to...”

Validating

e "It sounds like you want to make
that...”

* “l'hear that it is very important to you
that...”

Summarising
e “Let me see if | understand what
you said. What | think you said was
is that correct?”
* “You have made a number of points.
Let me try to briefly summarise what |
heard you say.”
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Reframing

In response to a negative comment
such as, “no one ever follows through
on tasks”, you could re-state it in a
more positive way, such as, “Would |
be correct in saying that you want some
assurance that people will complete the
tasks assigned to them?”

Changing Topics

® “| am noticing the conversation
shifting to a new topic. Is the group
ready to move on, or is there more
about the previous topic we need to
discuss?”

e “| am conscious of time and what we
want to discuss today, can we ‘car
park’ this for now?”

e "|f we are ready to move on, can we
take a moment to summarise what we
have discussed so far?”

Group Guidelines not being followed

® “In the beginning, we agreed to
speak one at a time. Is that something
we want to revisit at this time?”

Good Discussion Questions ©°”

The kinds of questions you ask to get people talking can have a huge impact

on the quality of the conversation. It is important to use thoughtfully crafted
questions to invite fresh thinking, create energy, and stimulate new and unexpected
combinations of ideas and insights. Before the meeting the Facilitator will need to
generate possible discussion questions based on the discussion topics. This could
be done in collaboration with the Project Lead or members of the Working Group.
Once your questions are developed, it may be useful to assess them against the
following:

* Does it generate hope, imagination, creativity and new possibilities?
e Will it catalyse new thinking?

® |s it easy to understand?

® |s it focused enough?

* |s it within the influence of this group?

Some examples of questions you can ask are below:

To identify shared vision or goals Action Planning
e How would an ideal future look? e What would a satisfactory solution
e What are the shared goals? need to include?
* What are some ways this group could

To identify common ground solve that?
e What are the common themes? e What would help the group move
e What seems to be emerging from the forward on this?

answers? e How might an action plan be

e \What are the mutual interests?
e How can the various ideas be

structured that would respect and
include the various needs that have

integrated? been expressed?
* How are the ideas related? * How could the group support each
other in moving forward?
Brainstorm ldeas e Who will do that?
e What are some alternatives? e When will that be done?

e What are some ways to accomplish
the shared goal of...?

Once you have your discussion points or questions, it is important to hear the
perspective of everyone in the room so you build an expansive understanding of
the opportunities to improve your service and complete your project. A great way of
doing this is a ‘go-around’ where you give each person a chance to share how they
see the topic®él. Other techniques you can use include timelines of past events, a
mind map, or flowcharts .
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Tool 6: Co-production Checklist

Project working group members can use this checklist which is related to the six principles of co-production. You can use this checklist at the
conclusion of each meeting, or at pivotal points throughout the project. This tool is useful to ensure the principles of co-production are maintained
throughout the life of the initiative. If any gaps are identified, an action should be put into place by the Project Lead to resolve any issues.

You can use this form template attached or feel free to adapt this tool and employ other methodologies to the same effect. For example, you could
ask working group members to do a show of hands at the end of each meeting, however be aware this would not be an anonymous process, which
might result in skewed responses.

Other options could a traffic light system, where people indicate with green, yellow or red dots. Green indicating ‘yes’ and agreeance, yellow
indicating ‘maybe’ or inconsistent application of the principle, red would indicate this is not happening and is a gap requiring immediate attention.

Feel free to adapt this tool as you see fit, however ensure the questions relate to the six principles of co-production and are not leading.

This tool was developed by The Society of Saint Hilarion, pilot site in the Step Forward — Together™ project.
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Source: The Society of Saint Hilarion Step Forward — Together™ pilot site (2016)
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| feel my voice has been heard and my opinions valued Yes / No
My experience and views have been taken into account Yes / No
| feel | can speak my mind with this group and won’t be judged Yes / No
| don’t judge others views and opinions and respect the difference in the Yes / No
group

Group members are following the group’s terms of reference and contract Yes / No
| feel | am supported in my role in this project Yes / No
Comments:

Source: The Society of Saint Hilarion Step Forward — Together™ pilot site (2016)
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| am working well with others in this group Yes / No
The group has discussed issues and topics relevant to the project Yes / No
| have been asked to contribute and am contributing to my capacity Yes / No
If not, would you like to contribute more or in other ways to the project? Yes / No
| am benefiting from being involved in this project (please detail below) Yes / No
There is a focus on issues important and relevant to me Yes / No
There is a focus on issues important and relevant to others in my community Yes / No

Comments:

Source: The Society of Saint Hilarion Step Forward — Together™ pilot site (2016)
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| was actively involved in deciding how the group would make decisions
The group is staying true to the agreed decision making process
Conflicts and disputes have been resolved effectively

The aims and responsibilities are clearly defined

| understand my role in the project and feel it is valued by the group

| am satisfied with how the group make decisions

| am satisfied with the decisions the group has made so far

Comments:

Source: The Society of Saint Hilarion Step Forward — Together™ pilot site (2016)

Yes / No
Yes / No
Yes / No
Yes / No
Yes / No
Yes / No

Yes / No
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Examples from Step Forward - Together™ pilot site, Jubilee
Community Care (QLD)

Over time the committee have
developed mutual respect for
other’s opinions and ideas.

Good outcome for all involved. ,/

Very good outcome has resulted.
Committee went through a
‘frustrated’ stage, but are now
happy with the process. Now
meetings are working being
chaired by one person who is
informal and well mannered.

After a few meetings we
worked together well and
achieved a good outcome.


http://www.amazon.com/gp/product/1555611427/ref=as_li_qf_sp_asin_tl?ie=UTF8&camp=1789&creative=9325&creativeASIN=1555611427&linkCode=as2&tag=bethkanterorg-20

2

How don't consumers want to

experience the service? 3 4

How don’t they want to feel during
service delivery?

e.g. afraid, dont have any choices
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http://www.lighthouseresources.com.au/bookshop/cards/strengths-cards/picture-this/
http://www.maketools.com/articles-papers/HarnessingPeople'sCreativity_Sanders_William_01.pdf
http://www.maketools.com/articles-papers/HarnessingPeople'sCreativity_Sanders_William_01.pdf
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Time Required: 20 mins - 1 hour (depends number of tables)
Resources Required:

* Butchers paper

e Markers

Purpose:
The purpose of the World Café is to facilitate open and intimate discussion, and link
ideas within a larger group to access the “collective intelligence” in the room.

Set the Scene:

The room should be arranged in four tables/zones with equal sized groups and the
maximum possible diversity of perspectives/experience within the groups should be
ensured. Each table has one chairperson (who remains at the same table throughout)
and is asked to focus on a different question related to the project theme.

Individuals are encouraged to write or doodle on butchers paper so when people
change tables they can see what previous members have expressed in their own
words and images.

Instructions:

Each group has four consecutive discussions (timed and typically twenty minutes
each) with groups rotating after each round. Each table builds on the outputs of the
previous group as follows:

68

Round 1 - Brainstorm Ideas/Propositions

To begin with delegates are invited to work on their own and in silence by capturing
their responses to the question post-it notes. After five minutes they then take it in
turns to share their responses.

Round 2 - Build & Cluster

The chairperson begins by summarising the main points emerging from Round 1.
They invite the group to build on the contributions of the previous team, in particular
focusing on adding any points that didn’t come out of the previous round. The
group are asked to cluster the responses into some emerging themes (session target
is 5-10 big themes).

Round 3 - Build & Prioritise

The chairperson begins by summarising the main points emerging from Round 1
and 2. They invite the group to build on the contributions of the previous team,
in particular focusing on adding any points that didn’t come out of the previous
rounds. The group are then asked to prioritise the emerging themes in order of
importance.

Round 4 - Sense-Check & Select

The chairperson begins again by summarising the main points emerging from
Rounds 1, 2 and 3. The group is invited to build on the contributions of the
previous team, in particular focusing on adding any points that didn't come out of
the previous rounds. The group is asked to check the rationale and thinking of the
previous three groups and, if it hasn't already become apparent by this stage, select
the top three suggestions to work on at the next stage.
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Tool 8: Storyboard Guide!'*

Template Instructions:

Storyboards are used to describe a series of events or steps in a journey. They are a

good collaborative tool to imagine future or ideal experiences from start to finish.

Some materials for storyboarding in co-production sessions include drawing supplies

and storyboard templates which guide the participant without being prescriptive.
Other materials include additional collections of icons, images, and symbols.

Depending on the stage of the project and the discussion questions, some
storyboards are presented to the participants with some pre-defined elements.
For example, the facilitator might have illustrated some steps already but the
participants need to add conversations and text explanations on each slot, or vice
versa ¥71,

For more information and to see an example of storyboards used in
co-production click here.

Check out Lighthouse Resources and 100% Open Innovation Toolkit for some useful

tools.

Explain the purpose & format The 3 elements of

Make sure consumers are =Dof the discussion. Make sure:D

comfortable & at ease consumers understand & give

storytelling are:
1. Consumers telling their
consent story
2. Consumers reflecting
on what their experiences

Start with open-ended

Encourage consumer to tell mean for them

questions

<? their own story in their own4=
e.g. how did things start , L
way, on their own terms & at

3. Consumers reflecting

on what their experiences
for you? When did you first . P :
their own pace mean for the service

notice something different?

Invite consumers to suggest
: Paraphrase consumer
: improvements. Focus on
Invite consumers to reflect ]
: : => things that would have =D
on their own experiences

made a difference to their

experiences, their
reflections & their
suggestions

&

Give a simple, concise

own specific experiences

outline of the next steps
in the project, including

decisions made as a group
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Tool 15: Touchpoint Mapping Template

A touchpoint is any point of contact consumers have with your service. Touchpoints
may be tangible or provide tangible evidence of service. The idea behind this

tool is to provide a framework which enables your project to “connect the dots of
the consumer experience” in order to see the different contexts and results of the
interaction with your service.

Template Instructions:

1.

Summarise what you know so far about the consumer journey. Start with good
and bad consumer experiences. For each experience, note the actions which
contribute to it, then any relevant improvements. Note: this might take a few
sheets of paper.

. Identify possible touchpoints. Identify existing and/or possible touchpoint ideas.

These touchpoints may be:
the way service is currently delivered or
ways it could be delivered better.

. Analyse. Analyse each touchpoint idea for its value to both consumers and your

organisation. To do this, simply take each touchpoint in your list and position it on
the diagram below.

. Identify which touchpoints to focus on. Shortlist the higher value touchpoints

(Boxes 2 and 4) and prioritise those in Box 4. These are your hotspots for
immediate attention.

<
i
T 2 4
High value to consumers & High value to consumer &
low value to organisation organisation
E.g. staff visits consumers in E.g. two-way communication
" their home between consumers & staff
®
€
=
n
c
o
O
0
=
E 1 2
B Low value to consumer &
Low value to consumers & s
ER organisation
organisation .
: E.g. inter-department
E.g. brochures & marketing
protocols
2
(0]
—
ZF t Low Value to Organisation High
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http://www.lighthouseresources.com.au/bookshop/cards/strengths-cards/picture-this/
http://www.toolkit.100open.com/discoveringnewideas/storyboard-template/
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1
Who is it for?

2
Why it works for them

3

How it works for them

4

What can go wrong?

4

How can it be fixed?

4
How might it be improved?

74



Tool 9: Scenario Template!'*

A scenario is a realistic description of how a service works. A persona is a realistic
description of a type of consumer. Scenarios and personas work best when based
on realistic ‘extremes’. They help you notice and amplify experiences that otherwise
go un-noticed. They also prevent you defaulting to the ‘average’ consumer or
‘average’ service delivery, which inevitably leads you to making merely ‘average’
improvements! Scenario and persona descriptions help you determine exactly

who your improvement needs to work for as well as when, where and how it needs
to work to be successful. This tool can also be used to create ideal and desired
scenarios.

Template instructions:

1. Identify the issue you wish to explore. Identify worst and best service extremes of
the issue. Give each one a short, easy name.

2. |dentify two extremes of consumer types. Name these too.

3. Combine your extremes of service delivery and consumers into scenarios. Give
these scenarios names.

4. Plot these on the diagram. Try to have one in each quadrant. For example, you
might combine a worst service with a consumer type.

5. Flesh out each scenario with details.

Introduce the improvement into each scenario and experiment with them!

7. Document your learnings as you go.

o

Consumer Type A

Best
Service

Worst
Service

Consumer Type Z
76

Tool 10: Stakeholder Needs Template!'*

You can use this tool to compare one stakeholder’s needs against those of another.
For example, consumer’s needs and ideas can be identified and compared to
managerial, clinical and other stakeholder needs. You may have identified potential
improvements before your project starts. As a result, this may inadvertently exclude
other stakeholders’ needs and useful improvement ideas. This tool helps build a
balanced view of potential improvement areas and improvement ideas.

Template instructions:

1. Using a large whiteboard or sheet of paper, list the needs of the key stakeholder
group (usually consumers) across the top. Then list the needs of another
stakeholder group down the side.

2. Work across and down the empty squares in the table, placing a tick in each one
where stakeholder needs clearly coincide (it doesn’t matter how many ticks there
are). Then number each tick.

3. Using a separate sheet of paper for each, brainstorm specific improvements for
that square from the perspectives of both stakeholders, noting its benefits for
each stakeholder alongside. You can use Tool 11: Improvements and Benefits
Template to record improvements in each square and how they benefit each
stakeholder.

4. |dentify the key improvements which provide the greater benefits for both
stakeholders. As you flesh out the improvements, you may notice patterns
in the types of improvements being suggested. Review these and look for
improvements which address multiple issues and/or achieve benefits for multiple
stakeholders. These are likely to be the highest-value improvements and the most
important to focus on.

5. Repeat this for any other stakeholders, keeping the primary stakeholder (such as
consumers) across the top of the template.

Using this tool we identified three common issues which
have now been shared openly. The management team
are now considering those new ideas. This tool helps
you identify service specific issues and develop solutions
co-productively.

Frank Naso — Pilot Lead
The Society of Saint Hilarion (SA)
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https://www.communitywest.com.au/cw-resources/co-production/step-forward-together-resources/step-forward-together-toolkit/352-tool-11-improvements-benefits-template/file
https://www.communitywest.com.au/cw-resources/co-production/step-forward-together-resources/step-forward-together-toolkit/352-tool-11-improvements-benefits-template/file

What consumers want

C

What another stakeholder want improved/their areas of
concern

Source: Boyd, H., McKernon, S., and Old, A. (2010). Health Service Co-design. Working with patients to improve healthcare services. Guide and Toolkit. Auckland: Waitemata

District Health Board.
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EXPLORE:
Personas

5. What leaps them awaba at right?



http://www.toolkit.100open.com/findingunmetneeds/i-want-to-describe-the-persona-im-innovating-for-personas/
http://www.toolkit.100open.com/findingunmetneeds/i-want-to-describe-the-persona-im-innovating-for-personas/

EXTRACT
?" Prototype Evaluator

“From cardboard and duct tape to ABS polyearbonate, it took 5,127 prototypes
and 15 years to get it [cyclone technologyl] right.”

2. What are we going to chanpa?




Key User

E.g. consumer accessing exercise program

Key Weaknesses
E.g only available at set times

Key Questions/Learnings Needed
E.g. what program design works best for consumers and
staff

Key Usuage Scenario(s)
E.g. strength building, improve overall health

Key Strengths

E.g. interaction with others

Ideas to Improve
E.g. change days & times of programs, including exercise
routines
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Instructions:

1. Give each person a blank card. Instruct each person to write their name on the
inside of the gift card.

Instruct the group to pass around the gift card to other members of the group.

The members could start with “Thanks for your..."”

You can instruct members to sign their gift cards or leave them anonymous.

Once the cards have been completed allow time for each member to read their gift

CE

. . . o3
o~ ) 5% g b
b B!
. e ik
) % e

Activity 5: Thank you for the gifts 1421

Time Required: 20 - 30 minutes
Resources Required:

* 1 blank card per person

* Pens

Activity 7: Thank you for the gifts s

Purpose:

...........

The purpose of this activity is to help group members identify and acknowledge T, ST
specific skills or gifts people bring to the team. Sometime people are unaware of L, e [
the skills they possess. When team members acknowledge each other’s skills, it is Y | - . B i
a powerful attribution which serves to build group relationships. This activity works ‘
best once the group have met as few times and know a little bit about each other.

rdid,
@dy

U

This activity is also particularly useful if members lose sight of the contributions and
gifts each person brings.

i G

Set the Scene: - Discussion Questions:

1. Were you surprised what other people
recognised in you?

2. How do other’s opinions of your gifts
compare to your own?

; 3. How is this useful to identify and

—— acknowledge people’s assets?

Co-production is an asset-based approach where the skills, knowledge and expertise
of each person are valued and utilised. Everyone has different skills and abilities

and when we value and appreciate people’s strengths, it's good for the group. If
everyone had the same set of skills, the group would suffer. It's the difference in the
group which will support the co-production process.

Facilitator Notes:

Each person can keep their card; and ask them to bring it with them to every
meeting. As the group becomes closer, newly recognised gifts can be added.
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