Appendix B: Theory of Change

Problems

NYC Residents
Encounter
Challenges in
Accessing and
Using NYC
Services.

Programs and
Services are not
delivered as
efficiently or
effectively as
possible.

As a result,
outcomes for
Residents and

impact on
poverty is
limited.

Appendix B: Theory of change

Civic Service Design

The Studio’s evidence-based approach undergirds all Studio activities and promotes outcomes and impact

Approach SDS Activities

Tools + Tactics
in Action
Evidence-based Workshops

approach

Focused on
end-users,
especially hard
to reach
populations

Office Hours

Engages
stakeholders in
codesign and Tools +

collaboration Tactics Designing for

Opportunity

Tests ideas Partnerships

Iterative
process

Defines and
measures
performance of
solutions

Project Based
Consulting*

Civic Design

Forum*

*Not part of evaluation

SDS Outputs

SDS offerings (#)

Agencies/ Offices
participating in
SDS offerings (#)

City Staff
participating in
SDS offerings (#)

Increased Knowledge of Service
Design

eTools + Tactics learned by City
staff

Knowledge, use, and growing culture of service design promotes more participation in SDS activities

SDS Outcomes

Increased Use of Service Design
eTools and Tactics used by City
staff in day-to-day work

eIncreased confidence using SD
techniques among City staff

Institutionalization of Service
Design Practices

eAgencies hiring/ contracting
with service designers

eProcurements, evaluations
incorporate service design
requirements

Developing Solutions

Growing Culture of Service Design

e|ncreased staff interest in Service Design

eIncreased staff adoption of Service Design
methods

eAgency staff teach colleagues Service
Design techniques

eService Design peer support groups

eReferrals to the Service Design Studio

eIncrease in cross-agency collaborations
around similar challenges

SDS Impact

Improved user
experience of City
services in more
City agencies

Improved
relationships
between City

agencies/staff and
contracted service
providers

Improved
relationships
within agency

Improved access
to and use of City
services

Improved
outcomes for City
residents and
impact on poverty
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