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Context
• Shift social democratic to retrospective compensation
• Orientation in housing: social rented to ownership 
• Asset based welfare: home a cornerstone as individuals 

take responsibility for welfare needs through asset 
investment (1) 

• Affordability failure: low/middle income & young 
• Home: interface to draw welfare goods
• Uncertainty, risk & complexity

(1)  Doling & Ronald (2010) ‘Home ownership and asset based welfare’ in Journal of Housing and Built Environment. [Electronic], 
10 Jan 2010, Available DOI 10.1007/s10901-009-9177-6.



Buy 25% & rent (subsidised) remaining shares
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Shared Ownership

• Designed to leverage entry
• Subsidised HO: 46% of first time buyers in 2013 (2)

• “Sit[s] in the expanding affordability gap between products 
offered by private sector & social sector.”(3)

• Mobility & long-term affordability concerns 
• Requires doubling income to own outright (4)

(2)  Lloyds Bank (2013) press release.  
(3)  Monk, S. & Whitehead, C. (2010) Making Housing More Affordable: The Role of Intermediate Tenures. Wiley- Blackwell & RICS 
Research
(4) Williams (2013) Internal DSB Report. London.  
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Design for affordability

• Affordability understood as a system failure 
• Shared ownership: widen access but problematic
• Service design: produce alignments service systems (5)

• Systems thinking: complexity 
• System theory & thinking under analysed in housing (6)

• Design for services, systems design & housing 

Helena Trippe | Service Design | Royal College of Art

(5) Meroni, A. & Sangiorgi,D (2011) ‘Design for Services: From Theory to Practice and Vice Versa’ in Meroni, A. & Sangiorgi, D. (eds) 
Design for Services. Farnham: Gower. 
(6) Rhodes, ML (2012) ‘Systems Theory’, in (eds) Smith Housing Encyclopaedia, Elsevier: London., 
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Complexity in Systems Thinking

Helena Trippe | Service Design | Royal College of Art

Operations 
Research
Morse & Kimball (1951)

Systematic catalogue of 
problems  and solutions

Application of mathematical 
models to provide scientific 
basis for decision making3

Military application in WWII 
and Vietnam Wars

General Systems 
Theory

Boulding (1956); Simon (1962); von 
Bertalanffy  (1954)

Importance of environment
Study of hierarchy & 
emergence

Soft Systems
Ackoff & Emery (1972); Checkland, 
(1981); Gjarajedaghi (2011)

Multi-minded purposeful 
social systems

Focus on organisations

Choice over means & ends

Culture as DNA & operating 
system

Key design alignment of  
purposeful parts

Cybernetics
von Neumann (1966), Maturana’s 
(1984) von Foerster’s (1992)

Behaviour of machines, 
feedback loops & black    box 
concept



Principles of Purposeful Multi-minded Social Systems
30 Systems Principles 

Our first break came by recognizing that although everything depends 
on everything else, this “everything” can be grouped into two categories: 
those elements that somehow can be controlled and those that cannot. 
This distinction gave us an operational definition of the system, environ-
ment, and system boundary.

The system therefore consists of all of the interactive sets of variables 
that could be controlled by participating actors. Meanwhile, the environ-
ment consists of all those variables that, although affecting the system's 
behavior, could not be controlled by it. The system boundary thus becomes 
an arbitrary, subjective construct defined by the interest and the level of 
the ability and/or authority of the participating actors.

Then a second break came along. We discovered that the behavior of 
the variables in the environment, although uncontrollable, is more or less 
predictable. In most cases, the less controllable a contextual variable, the 
more predictable it becomes.

This led to the formulation of the first rule for getting a handle on 
open systems: the imperatives of predict and prepare. Predicting the envi-
ronment and preparing the system for it became the foundation of the 
neoclassical school of management. Developing the econometric model 
and winning the Nobel Prize brought fame and fortune to Wharton. Chase 
followed suit with its own model, and soon thousands of organizations 
were each specializing in forecasting different industries. The new game 
was learned and played artfully by almost all entities — large and small, 
business and governmental (Figure 2.2).

But success somehow changed the game. Something went wrong. In 
the last 10 years we have observed, with much apprehension, that all the 
predictions made by our prize-winning models were wrong. So much so 

OPENNESS

EMERGENT
PROPERTY

PURPOSEFUL
-NESS

COUNTER-
INTUITIVENESS

MULTI-
DIMENSIONALITY

FIGURE 2.1 Systems principles.

Emergent 
Property

Openness

Multi
dimensional

Counter
intuitive

Purposeful

Adapted from Gharajedaghi, 2011

Helena Trippe | Service Design | Royal College of Art



System
Environment
Uncontrolled

Variables

Manage 
Downward

Transactional
Environment

Influence

Contextual
Environment
Appreciate

Manage 
Upward

System
Controlled 
Variables

Openness

System
Controlled 
Variables

Adapted from Gharajedaghi, 2011
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Dimension 
of ChoiceEmotion

al

Cultural

Rational

Purposefulness

Adapted from Gharajedaghi, 2011
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LOW
LOW

LOW 
HIGH

HIGH
HIGH

H
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H

L
O
W

LOW HIGH

T
E
N
D
E
N
C
Y

A

TENDENCY B

Multidimensional

Adapted from Gharajedaghi, 2011
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Emergent
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Sum of 
Actions

Product of 
Interactions

Adapted from Gharajedaghi, 2011
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Counterintuitive

Adapted from Gharajedaghi, 2011

Public 
subsidy

Build cost

Need for 
affordable

High 
land cost

Debt

GLA 
income 

threshold

LA 
income 

thresholds

Wage 
stagnation

Yearly rent 
service charge 

increases

Saving ability
to buy shares

Ability 
to Sell

Value

Family 
formation

Cross 
subsidy

Increases

Decreases

Increases

Increases

Increases

Increases
Decreases

Decreases

Decreases

Decreases

Decreases

Increases

Decreases

Decreases
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Design contribution
• Mapping complexity (7) (8) (9)

• Design for entities in the making (10)

• Materiality interface (11)

• Alignments, scale & perishability
• Co-production, design & creation
• Value co-creation & networks (12)

• Compound complexity

Helena Trippe | Service Design | Royal College of Art

(7) Sevaldson, B. (2008). Rich  Research  Space. FORMAkademisk, 1(1), 28–44.; 
(8)Sevaldson, B. (2011). GIGA-Mapping: Visualisation for complexity and systems thinking in design (pp. 1–20). Presented at the Nordic Design Research 
Conference 2011, Helsinki.
(9) Forlizzi, J. (2013). The Product Service Ecology:  Using and Systems Approach in Design (pp. 1–27). Presented at the RSD2, Oslo.
(10) Meroni, A. & Sangiorgi,D (2011) ‘Design for Services: From Theory to Practice and Vice Versa’ in Meroni, A. & Sangiorgi, D. (eds) Design for Services. 
Farnham: Gower. 
(11) Secomandi, F. and Snelders, D. (2011) Interface Matters. Design Issues: Volume 27, November 3 Summer 2011; Boston: MIT Press. 
(12)  Vargo, S.L. & Lusch, R.F. (2004) Evolving to a new dominant logic for marketing. Journal of Marketing, 68, 1-17.  



Case Study

Desktop research
LQ reports, CCPR, JRF, Indusrty reports, 

academic housing and policy research

Staff interviews
Development x 2, Finance, Sales x 3, 

Leasehold Management, Research, Audit

Competitor Analysis
Pocket Living, TVHA

Staff focus group
LQ Re-sales and Staircasing Team

Expert interviews
JRF, LB Greenwich, HACT, 

DELFT OTB, Development Trusts, 
CLT, Co-Housing

Customer research

Customer diaries
LQ shared owners x 8
(1-3 years, 7-9 years, 11 plus) 
LQ staff who are shared owners x 2

In-depth interviews
LQ shared owners x 6 
(1-3 years, 7-9 years, 11 plus) 
LQ staff who are shared owners x 2

Ideation
Co-creation session
LQ shared owners x 3
(1-3 years, 7-9 years, 11 plus) 

Helena Trippe | Service Design | Royal College of Art
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Solutions

Helena Trippe | Service Design | Royal College of Art



Analysis

Entry Affordable

Sale

Financia
l

Staircas
e

Re-Sale

Sale

Asset
Support

Payment 
Plans

Moving 
Support
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Ownership

Analysis

Sale

Financia
l

Staircas
e

Re-Sale
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Ownership

Mobility & 
Affordability

Solutions

Sale

Financia
l

Staircas
e

Re-Sale
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Implications

• Complexity in context of scarcity
• Materiality and granularity of service design
• Contextualising human centred approaches
• Design for Policy: models of welfare
• Material manifestations
• Alignments in products and services to across systems
• Role of the designer

Helena Trippe | Service Design | Royal College of Art



Thank you!
helena.polati-trippe@network.rca.ac.uk

mailto:helena.polati-trippe@network.rca.ac.uk

