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What is Service Design?

“Let’s be clear - service design is the design of services.

To a user, a service is simple. It’'s something that helps them to
do something - like learn to drive, buy a house, or become a

childminder.”

Lou Downe (2016), Government Digital Service, https://gds.blog.gov.uk/2016/04/18/what-we-mean-by-service-
design/



What is Service Design?

“Service design is a human-centred discipline which focuses on:
Designing services in the public or private sector

Working in a participative, iterative and qualitative manner with all
stakeholders

Considering wider systems at play”

Silvia Grimaldi, MA Service Design (2021)



Pharma Factory




Pharma Factory brings together scientists, small-medium

Pharma enterprises (SMEs), social scientists and designers, to
progress Plant Molecular Farming (PMF) technologies,
FaCtO I‘)’ where plants are used as factories for new medical

products such as vaccines, diagnostics, and therapies.

14 partners, 7 countries, 5 SMEs, @ S B oiamante

3 public research institutions TrAIEee ks R
and 6 universities .
AlbaJuna Therapeutics, st wy
2018-2022 ,.v: | RUNIVERSTE l] . Universitat
% St George’s 'DE ROUEN Y/ dellida
Prof Alison Prendiville e mcsIc ual: g
Post-Doctoral Research Fellows: R
Dr Silvia Grimaldi 'vIT =
’ ~ Fraunhofer

Dr Rosie Hornbuckle

This project has received funding from the European Union’s Horizon 2020 research and innovation
programme under grant agreement No 774078
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Very quick intro to Plant Molecular Farming
(PMF)
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a) an enzyme for treating Lysosomal Storage Disorders (LSDs)
@ b) an edible vaccine for farmed fish

@,
O

Pharma
c) a molecule for treating HIV

FaCtory d) a diagnostic kit for Sjogren’s Syndrome or Rheumatoid Arthritis

Outputs

oz
_‘5 = e) a lab kit for transient expression for schools and labs
— f) regulatory pathways
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g) public engagement
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Traditional science communication

Traditionally
/phic / exhibition design to\
unilaterally communicate
Scientist has the Public receives the

knowledge knowledge



Scientific partners Service design

- .
Why Service 7 et
;pjotechnology for mutual understanding

¢ products

Design?

®

Stakeholder groups

from the clinical context

of the technology

H;m molecular farming .
. field of research
Multiple stakeholders
Knowledge co-created and
co-interpreted
—
Bi-directional approach
\
Wider audiences
. . bli ement

Everyone is an expert of their Wicoe
own experience it ol

open-ended




Workshops with Partners




Workshops with partners
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Public Engagement

/ Informs

Co-design with
Scientists
Stakeholders
Wider publics

Public engagement
activities

Co-design

Informs

Inform
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explanation of
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What are
S—— the benefits,

concerns and

questions?

Q&A with
Co-design researchers
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Metabolic Pharmacists

Hairy root pharma
protein expression

: ' ik Competitive system Patients
Public opinion and media .
e e ~ of production Qe Juniordoctors __ Psychologists SRNTRCAS
Plant-based products in use currently / e, ek o
Clinical trials Local goves tand = o Drug companies Other centre
beyond P S w
Intellectual property and Lysosomal KeSaRich conifio catiac) ~ CRG homecare
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One of the challenges of
discussing Plant Molecular
Farming with the general
public is the unfamiliar
sclentific terminology.

During the Pharma

Factory project, partnears
hove co-created a
Glossary of important ferms
for understanding Plant
Molacular Farming.

Hera are eight key terms that
could help veu understand
Piant Molecular Farmindg.

its products and benafits,

Pharma Factory

Glossary

Q Agrobocterium

Agrobocteno s o group of ol bactesa that
transfar o porbicn of thalr emourdngucing
plasmed (T plasmid) D& T-DNA) into plant
cedls as a port of their pafogersais. They
e Ccommanty used o tronsfer genas into
plant cells for frarsgenasis for stable and
franskant axpresskon,

O Agroinfillration

Agroinfitrotion s o strotegy whanabny
recormbinant agrebocteia carying a

binary axprmassion vactor in bquid cuture
b5 imbreduced Into plant (typicolly Ieaf)
Pissues. The foneign DNA termpararily alters

thea genoma but doas not necassanhy
bacome a permanant pad of the Rost

plant’'s cell DA, This con be achievad in

&6 doys 50 makes it usahd for epldemic
hedlth scenanos. Tha plant B not teanad

FTans g,

2 Anli-Microbial Resislance

Antimicrobiol Reskstance (AME) ocours
whan bocteia, viruses, Tungl ond porosifes

change owar ime and no longar respond to

e o el o fee e om e s ol o fpe flm o B om o s B ocmmoad e o e e

O ELISA (Erzyrme-Linked
mmunossrbent Assay’
The anzyme-linkad immunoscorbant

assay (ELISA) s an immunclogicol assay
commanty used to meaasure antibodies,
antfigens. proteins and ghrocoprotains in
biological samples. Some exarnples include:
diognoss of HIY infection. pregnioncy tests.
and Zika vinus

QO GE-derived product
A product of a process hal invebees
genstic anginasring. tut the procuct salf
may nat contain genatic matanal

O Genetic Enginsering / Genetic
Modilicalion
The ntroduction of o targeted changa In o
plont, onimal, or microbicl gene segquance
to achigwve o specifc rasult.

0 Good Manufacturing Practice [Sh'7]
The minimum standand fhat a mechcinas
manufactune: must meat in thelr production
processes. The European Medicines Ageancy
{EMA) coordinataes inspactions to warfy

o o mmm o I e o om oz R e wm omowm ak aos mllac el smoe ml o] o o



Trust

What If You Could Grow Your Own
Insulin At Home?

By Clara Llamas, Carlos Canali,
Michael Sedbon




Value

Mutual understanding of the
value the new technology
brings to each stakeholder

Understand the perception
of GM plants within
pharmaceutical production
and the barriers to
acceptance.
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Value

Flexible
Problem-oriented
Empathic
lterative
Participatory
Guided process
Facilitation
Qualitative
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What Value Does Design Brin

—

Challenging and adding detail to
assumptions of technology developers

Revealing values of the technology to
stakeholders that were hidden from
scientific partners

Translating and facilitating and shifting
mindset from micro context of clinical to
macro context of population views

Providing narratives or frames to talk to a
general public about complex scientific
systems
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*Stakeholder
Road Map

This ‘road map' was
co-created by Pharma Factory
scientists during a co-design
workshop designed and
facilitated by UAL.

Informed by the past and
presant experiencas of the
pariners, the workshop aimed
to revaal the typical regulatory
pathway drugs go through,
and thereby identify areas
where developers of new
technologies, such as those
developed through Plant
Molecular Farming, would
also need to focus.

Moving from drug discovery
through the various stages of
ragulation, to market, the map
presants a complex picture of
parallel processes, stakeholders
and interactions involved in

the development, testing and
eventual approval of new drugs.

7 Pharma
| Factory

+ Now

1-3 years
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Medium term

3-6 years

For Plant Moleculor
Famning formuiktion
axpary
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Publc Fundars

Long term
6-10 years
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Exhibitions
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To know more about this project:

Papers:

Prendiville, A., Hornbuckle, R., Grimaldi, S., Mesquite De Albugquerque, S., Fuller,
S. (2023) Deep and meaningful: an iterative approach to developing an
authentic narrative for public engagement for Plant Molecular Technologies in
Human and Animal Health. In Kole, C., Chaurasia, A., Hafferon, K., Tools &
Techniques of Plant Molecular Farming, Springer Nature.

Hornbuckle R, Grimaldi S, Prendiville A. (2020) Beyond Science Communication:
a service design approach to building mutual stakeholder understanding in the
development of novel biotechnologies. In Proceedings of the 6th conference on
Design4Health. 2: 230-238. Lab4Living, Sheffield Hallam University 2020

Website: https://servicefutures.co.uk/2023/07/15/pharma-factory/



https://servicefutures.co.uk/2023/07/15/pharma-factory/
https://servicefutures.co.uk/2023/07/15/pharma-factory/
https://servicefutures.co.uk/2023/07/15/pharma-factory/




Feminist Futures in Health

-

Image credit: Team 1: trlnwhayl Zhang (Tina), Malt;]eyl Mandrekar Mehal Chandra



Feminist Futures

UAL Team: Silvia Grimaldi and Marion Lagedamont
30 MA Service Design Students

Health Work

Partners: Partner:

European Health Futures Pilaa: Equality Diversity
Forum, Menopause and Inclusion Training
Project

Daughters of Mars

Focus:
Focus: Parental Leave and
The experience of breastfeeding

menopause and
menopause education

Spaces

Partners:
The Gendered City and
Women After Dark

FEM:DES network

Focus:
Safety in urban spaces



European Health Futures Forum (EHFF)

Women’s Health
Menopause Experience Project

Exploring the Experiences, Perceptions, Meaning and Coping Strategies of Menopausal Women
in the Global South and Global North: A Comparative Study

Led By Principal Investigators University of Bern: Dr Janet Michel; Prof Petra Stute

Research project across 20+ countries in Europe, Africa, North America and South America - applying
for funding in December 2026

Aim to create a menopause education programme that is adaptable to different contexts and cultures,
based on lived experience of menopause. And to inform policy decisions around menopause.



Our involvement at UAL

Public Engagement, Service Design,
Anticipatory Futures

Researchers:
Silvia Grimaldi
Alison Prendiville
Marion Lagedamont

30 MA Service Design Students



Speculative Design
as Research Through Design

e SHOTS - =
FOR EMPATHY & CARE

For entroorevmatesents a care
for Empathy & Care

REST & RESILIENCE

Improve vnner ending prectices
for Clarity & Focus

___________

- Team 2: Shenyue Jian, Eeshanee Badwe, Rashi Jaiswal, Smriti Bhandari, Hui-Chuan Hsu

HUMN WARM ﬁﬂ HUMN STABLE M HUMN PRECISE w

60ml 60ml




Horizon Scanning and Evidence Safari

A 2 ,:,‘, &
Digital Collective Policy Mandate Systemic Inequality
Medical Self-Rescue Employer Action Accelerated Onset
Social media Mandatory Support Chronic Stress Link
narrative The 250+ Threshold Symptom Disparity
Community Support

Team 3: Thennarasu Sivakumar, Yao Yao, Shrawani Malkar, Srishti Madan

B

Algorithmic Justice
Male-Data Bias
Risk Forecasting

Evidence-Based Al



What if?

What if we treated menopause how we treat fertility?

What if we normalised and fought for menopausal healthcare?



Flctlonal Future Worlds
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Team 4: Arunima Dhawan, Saee Mahajan,
Yingze Luo (Elliott), Anisha Jhaveri, Haerin Lee



Team 4: Arunima Dhawan, Saee Mahajan,
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Yingze Luo (Elliott), Anisha Jhaveri, Haerin Lee *,‘ \_"\-
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Introducing the sleepy Cooling Mattress.

Adaptive technology that learns and 2
targets hot flush triggers before
they wake you.
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Team 3: Thennarasu Sivakumar, Yao
Yao, Shrawani Malkar, Srishti Madan




Diegetic Prototypes

Rhythm+ Patches
Estrogen
Proqestemne
Testosterone

e L Y

Menopause Intelligence Team 4: Arunima Dhawan, Saee
Mahajan, Yingze Luo (Elliott), Anisha Jhaveri, Haerin Lee




.
Team 4: Arunima Dhawan, Saee
Mahajan, Yingze Luo (Elliott),
Anisha Jhaveri, Haerin Lee



Apple Rhythm+ 3

your companion for life
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Team 4: Arunima Dhawan, Saee
Mahajan, Yingze Luo (Elliott),
Anisha Jhaveri, Haerin Lee
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Team 3: Thennarasu Sivakumar, Yao Yao, Shrawani Malkar,
Srishti Madan
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Testing and lterating

Team 4: Arunima Dhawan, Saee Mahajan, Yingze Luo (Elliott), Anisha Jhaveri, Haerin Lee



Next Steps Health Strand:

Exhibition Friday 5t June (4 to 6 PM)
At the Treehouse in Elephant Park SE17 1GW

2x Student Major Projects — experiment with the methodology

Overarching Menopause Project - European Health Futures Forum
Research project - applying for funding

Impact:
Our work is impacting the methodology for public engagement



Thank you and Q&A

Silvia Grimaldi

Professor of Service Design and Transformation
Co-Lead and Co-Founder Service Futures Lab

https://servicefutures.co.uk/public-health/

m london college ) /
u a I m of communication la bfuéu s
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