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Healthcare as
societal service
ecosystems




Hospitals as
“\\Complex Adaptive
Systems

(Begun et al. 2003)




Generative
emergence of
innovations inside
complex systems
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(hichtenstein 2014; Oliveira et al. 2005; Wang et al. 2015)



Bridging across silos I
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Conversations in healthcare interventions are defined as:

A collaborative process in which
meaning and organization are
jointly created’



A changing healthcare system




Service design in healthcare is increasing

(Mager et al. 2017; Mager et al. 2016; Jones 2013; Vink 2019; Donetto et al. 2015)



Our interest in service design

Design of Design for Service Ecosystem
Services Services Design




The evolving healthcare design practice

Healthcare Design
Approach Linear, protocol based Iterative, exploratory
Primary evidence Randomised Controlled Trials Lived experience




Exploring embedded design labs

Embedded design labs -
pop-up design studios in healthcare

) Embedded into a healthcare context

Embedded ® Maintains a critical outsider view

Design Lab ® Creates a sense of ownership to proposals

) Introduces a cocreative approach

Healthcare context



Lab interventions
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How do service designers in

embedded design labs help to
change the conversations inside

healthcare systems?



Methodology: Action Research by Design

.
—

Akershus University Hospital (Ahus) 2018 Oslo University Hospital (OUH) 2019
Center for Elderly Medicine Hospital at Home Services

(Heron & Reason 1997; Frayling 1993; Jonas 2007; Sevaldson 2010)



Akershus University Hospital intervention (Spring 2018)

Paulina Buvinic, Palak Dudani, Vilde Aasen, Frgya Thue, Frida
Brievik, Mengxue Zhou, Timo Tveit, Ester Kaasa, Karen Byskov,
Alice Smejkalova, Trygve Restan,




Center for Elderly Medicine at
Akershus University Hospital

End of life care for the elderly

Talking about
death




Oslo University Hospital intervention (Spring 2019)

Ida Margrethe Sgrensen, Marie Frogner, Martin Theodor Gravdahl Vange, Morten Mellingen
Welle-Watne, Raoul Ronald Antoni Koreman, Amir Seyedamirarsalan Shamsabadi, Shivani Prakash,
Tord Halvor Langfeldt Stenstadvold (stydents) & Sara Graversen (lecturer)
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Hospital at Home Services at
the Oslo University Hospital

Hospital at home for
patients recovering from
stem-cell transplantation

Information
meeting|
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Data collection
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Student research diaries g > Reflections on conversations Summarizing posters




Analysis giga-map

CONVERSATIONS IN HEALTHCARE SERVICE DESIGN LABS analysis giga-map Romm, Dudani, Prakash - 2020
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Findings

How did the interventions help
to change the conversation?



Finding 1
Designers leverage
basic conversations

This is how I
feel about it




Finding 2
Building bridges between agents
Mediated bridging

What could be
these ‘end of life
conversations’?

Hospital
priest

Geriatric

d
N

Designer




Finding 2
Building bridges between agents
Direct bridging

ICT
department

Designer

It would make my
work much easier if
i could update the
medical records
from the car.




Finding 3
Reframing language and
shaping new mental models \

Quality of life
for elderly
with chronic
conditions




Finding 3
Reframing language and
shaping new mental models \

Care at home
services

Hospital at




Implications



/

Preparing the o
intervention




During the
intervention
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After the
intervention




Theoretical
Implications

Before During

Conversations between
different actors facilitated by
the embedded design lab

Siloed sub-systems and
social networks

Emergent systemic
structures



Practical
Implications

WHAT WAS




Conclusion

To stimulate innovation In systems of
healthcare, designers need to
become conversational experts.
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