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Introduction
The care system in the UK is huge and the number of homes and young people within that space has been rising every year. As per 2021, there were 13,255 children in care 
homes and 2,861 social workers working in the system. There has been a direct imbalance, and about 55% of the social workers handle more than 20 cases and the number 
goes up to 40 and more too. 



The system requires assistance but due to the negative perception and inappropriate behaviour, it is challenging to identify a suitable platform. Young individuals in the system 
require genuine support and nurturing, however, many have experienced significant challenges within the system and yearn for support to endure. 



Our service design project is centred on improving the transitional phases of care for young people in care homes in the UK. The brief was to identify and address unmet needs, 
with the ultimate goal of better meeting the needs and experiences of young people engaged in the care system.



To approach this challenge, our team explored the complex issues that young people face during this transitional phase. We recognised that many of these individuals have 
experienced broken relationships, often leading to a sense of powerlessness and feelings of being misunderstood by society. These challenges can manifest in numerous ways, 
including difficulties with education, housing, employment, and mental health.



We also recognised that social workers play a significant role in the lives of young people in care homes. Social workers are responsible for coordinating care and support 
services, working closely with young people and their families, and liaising with other organisations involved in the care system. As such, the perspective of social workers was a 
critical component of our project.



To develop solutions that better meet the needs of young people in care homes, we focused on creating an inclusive and collaborative process. We engaged with young 
people, social workers, and other organisations to gain a deep understanding of the challenges and opportunities within the care system. Through this process, we worked to 
create solutions that take into account the needs and perspectives of all stakeholders, in order to enhance the service provision and ultimately improve the lives of young 
people in care homes.

keywords: transition, young people, relationships, empowerment, social worker
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Positionality Statement 
As a service design project focused on young people in care and the unmet needs within care homes, it is essential to acknowledge my 
positionality and the impact it may have on this project. 



I am a middle-class female individual with my own set of privileges, including having access to education and support from my family. As an 
international student living in the UK, I have a different perspective on the UK care system, which may differ from that of someone who has grown 
up in the country.  

My personal experience of living in a safe home with my parents and younger sister has also shaped my perspective on this project. I recognise 
that this upbringing has given me a level of security and stability that some young people in care homes may not have experienced. Therefore, it is 
crucial to acknowledge and consider the intersectionality of privilege, as it can influence how I approach this project.  

Moreover, I understand that I have a responsibility to listen to and centre the experiences of the young people in care homes, as they are the 
experts in their own lives. As a service designer, it is essential to engage with empathy, humility, and openness to understand their unique 
experiences and perspectives. I am committed to using my privilege to amplify their voices and co-create solutions that genuinely meet their 
needs. I will remain mindful of my positionality and how it may affect my design process, with the ultimate goal of creating a more equitable and 
inclusive care system.
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Initial Research
The project's preliminary inquiry began with an engagement with Kibble, a 
care facility for young people in need of care.



During various dialogues with the children, one interaction stood out to us 
as a group. A child expressed feelings of being unequal and unable to 
relate to individuals outside of the care facility. They believed that they 
were not understood and that everyone around them treated them unfairly.



We decided to build on this insight and breakdown major elements of the 
system for an in-depth study. We understood that to design solutions that 
can impact, we need to be familiar with the system. We started 
understanding the system with Kibble as the frontrunner and navigated the 
entire system based on its interaction with the system. In order to dig 
deeper, we also planned to learn more about where the highest amount of 
pressure is and which aspect of the care system has the biggest role in 
creating the breakdown. 



The young people in the transitional phases suffer because there is a lack 
of understanding from the society and officials of their condition. For a lot of 
reasons, there issue spoke to me and I was personally able to scour a lot of 
details based on their mental health status, life after leaving the system, the 
funding provided to them, their accessibility to basic life features and the 
fostering support given to them.



There is a high level of management by the government and lack of 
transparency which these young people deserve. As read on Become, a 
charity for young people in care, “But far too many children and young 
people, don’t get the stability, love and support they need to heal and 
thrive.’ and through the initial research, our aim was to understand where 
we can envision an intervention for the greatest support. 
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Figure 1: Some of the website, articles and research documents that formed our initial inquiry in this topic
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Research Approach
Our approach for the project was based on three qualitative methods:    1. Observation      2.Interviews      3. Focusing on Lived Experiences

In our service design project, it was important to involve young people in the design process to create for their unmet needs. We recognised the need to listen to their 
experiences within the care system, their interactions, and their life after that to ensure our project reflects what they truly need. 



Therefore, we utilised the  which focuses on participants' lived experiences and opinions. To analyse the challenges 
and crises faced by children in the care system, we gathered stories and perspectives from various sources, including CELCIS, young people who were a part of the system, 
street interviews, and case studies. These insights helped us identify the theme of relationship, which we used in the design process.



However, we acknowledged the limitations of the Phenomenological Research approach as it is difficult to exclude bias. Data collection and processing can influence 
researchers' understanding of the phenomenon. Emotional stories and opinions were collected during the interviews, making it challenging to extract objective phenomena 
and analyze them without being influenced by subjective emotions. To mitigate this, we aimed to make the entire process as practical as possible, using service design tools 
and our sense-making process to segregate the subjective from the emotional.

Interpretive Phenomenological Research Approach (IPRA)

The approach to our research was guided by the . “Design justice rethinks design processes, centers people who are normally marginalized by design, 
and uses collaborative, creative practices to address the deepest challenges our communities face” (Design Justice Network, 2018). Our aim is to fight the inequalities in the 
system and to create equitable and inclusive design which was reflecting the Design Justice Principles. To be specific, we were able to use three principles from the Design 
Justice Principles, and those are:



Principle #1: We use design to sustain, heal, and empower our communities, as well as to seek liberation from exploitative and oppressive systems.

Principle #2: We centre the voices of those who are directly impacted by the outcomes of the design process.

Principle #10: Before seeking new design solutions, we look for what is already working at the community level. We honor and uplift traditional, indigenous, and local knowledge and 
practices.

Design Justice Principles

During our work with this vulnerable groups, we were committed to conducting our project in an honest and responsible manner, based on established methodology and 
principles. The perspectives and experiences of the unheard young people were prioritised, and we were careful to obtain  and maintain  in 
order to protect the young people. We avoided any exploitative or harmful approaches and instead used their stories to drive positive change. Throughout our conversations 
with the young people or their stakeholders, we maintained a , and took care to review each question multiple times to avoid causing any 
unintended harm. Our ethical considerations were at the forefront of every step of the project to ensure that we were conducting ourselves in a responsible and respectful 
manner.

 informed consent confidentiality

respectful and sensitive attitude
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Engagements
Based on our desk research, we realised that in order to understand the perspective of creators for the young people, it is important to talk to the organisations that work in this 
area. We decided to go ahead and have a conversation with a go-to organisation, which acts as a bridge between policy makers and the people who use that policy - the young 
people in care homes. Our approach for the interview was to create an engagement by showing our stakeholders and with the help of their real life experiences of working in 
the organisation, dig deeper to understand the entire process of creating for the young people.  The questions were semi-structured and broad, that is because we wanted to 
understand the system from their lens and understand their perspective on the broken relationships and the ‘unmet needs of the young people in care’.

� This system is too complicated and children are forced to transit so many times�
� Even though the existing system was built for protecting children, but very few children are benefiting from it. It was built upon the stereotype of children who need care�
� Children have no rights to decide where they can go and easily be taken away from their birth families�
� The system and its operation traumatise the children�
� The child in the system has never felt understood by the system and has no support or aid�
� The rules are broken with everyone managing their own committee - visible power struggle�
� The child is out of the stakeholder map and not the prime centre of decision making.�
� Nobody works to ensure what a child really needs, especially in different transition stages, as some of them go through multiple transitions in a short duration.

Physical Restraint / Lack of being Trauma Informed / Powerlessness / Broken Relationship / Power Struggle / Complicated

Insights

Engagement 1: Innovation Centre for Care

Keywords:
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Engagement 3 - On the Streets of Glasgow

To gain a deeper understanding of the perspective of Glasgow residents on care homes and the young person's journey within them, we conducted street interviews. This 
approach involved engaging with people in public spaces to hear their views on the topic. By doing so, we were able to identify a significant lack of awareness in society about 
care homes and the needs and demands of young people within them. These findings became an integral part of our spirally developed project, informing our understanding of 
the challenges faced by young people in care homes. 



Additionally, this finding provided valuable insights into the lack of support for young people, which contributes to feelings of disempowerment and a lack of understanding. Our 
street interviews allowed us to identify a specific area of concern that could be explored 
further in a separate project. By highlighting the lack of awareness surrounding care 
homes and the experiences of young people within them, we hope to raise awareness 
and promote more effective support for this vulnerable group.

Engagement 4 - Stories 

After conducting the three crucial engagements, we reached a point where we were 
unable to secure any further participation, despite our attempts to reach out to more 
care home organisations and individuals. 



However, at this point, we decided to pivot our approach by seeking out personal stories 
shared online on credible websites like IMO. We scoured the internet for videos, essays, 
and podcasts that documented the firsthand experiences and perspectives of those 
who have lived in care homes. Through this process, we were able to gain valuable 
insight from a wealth of resources, specifically hearing from young people who had 
shared their experiences of life in care homes.



We found stories from people who had faced different types of issues and had said 
various things about their personal and social development.
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Figure 2: Photographic representation of how we worked with all the case studies we found online and used 
for our research

Diving deeper on our understanding of broken relationships and power struggle, we managed to interview Miss C, who had been a part of the care system. After leaving the 
care system, she has become an advocate to spread the right information about the people in care homes and also to make sure that rightful steps are taken by organisations 
to create changes so that young people in care homes can have an improved connection with the system.



Miss C had a positive foster care experience, and had felt safe in the space only after being taken up by the foster parents. She had bad mental health issues throughout her 
care journey and had often felt alone and lost, with lack of support.

� There are multiple social worker changes, which can often frustrate the young perso�
� The social worker is not in contact as much as they need to b�
� Developed a good foster care experience only when the foster parents were able to bend the rigid rules within the walls of the hom�
� Some rules are strict, rigid and often times scarring to the individua�
� Society made them feel like less of a normal human bein�
� “Child of the State�
� No personalisation, everyone under the same umbrella rule�
� Lack of genuine care and support, even in bad mental health condition stages

Negative Relationships / Real Needs / Empowerment / Traumatic Experiences / No Support / Lack of Connections / Stress

Insights

Engagement 2: A Care Leaver

Keywords:
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The interaction which happened at the Kibble Care Home establishment near Paisley, was done by 
four members of the Caring Transitions team and it was the first in-person interaction we had on the 
topic. The engagement with the young people at Kibble and the service providers was an eye-
opening moment where our own presumptions on the behaviour of kids and their lives were 
broken. We were able to see the kids in the real situations and understand how these kids were 
people who needed a little support and empowerment to come out to the society. These young 
people who were going through various transition stages in this care home, were actually looking 
for some support and guidance from the world. 

The students of GSA invited the young people from Kibble to their studios for 
interaction and engagement. Initially, the young people seemed uninterested in 
participating in activities. However, they gradually warmed up to the students 
and began discussing things with them after realizing that the students were 
sincere and cooperative. 



The team had to encourage the shy kids, but they felt more comfortable after 
seeing others having a good time. These young people in care homes have 
limited opportunities to engage with others, and their hugs and smiles 
demonstrated how much they value positive relationships. At first, the children 
were hesitant to share anything, feeling like it was a task, much like when social 
workers are present. However, once a better connection was established, they 
began expressing their creativity, dreams, likes, and dislikes. This tells us how 
these kids need the right platform and non-official seriousness at times to 
express themselves. 

Interaction 1:

Interaction 2:

Engagement 5 - Kibble: Child Care Home 

We had an engagement with Kibble at the beginning and ending stages of our projects. As mentioned in the initial research, the conversation during that time was important in 
understanding the depths of broken relationships and in order to base our further studies in the topic.

Caring Transitions - Group 1

Insights and Analysis
All the engagements were carried out with proper ethical considerations. Prior to the interview, the participants were made to read a brief on the project and given a consent 
form with all important information listed in the same. It was made sure that no participant was feeling unsafe, unheard or uncomfortable throughout the interview run or after it. 
We made sure to let them know that they can ask us to stop at any point of time, and they can choose not to answer or skip a question which does not feel comfortable to them.

Post the interview we made sure to send a regards email as well. 

At this stage, when he had massive heaps of information in front of us, it was getting a little difficult to think about what should be done to move forward. This is the time we 
realised that the sense making stage had approached. We tried to think about all the conversations we had and everything that was said during that as an essential element of 
the sense making stage. We used post-it notes to assemble all the significant keywords, situations, or incidents that formed the foundation of our outlooks and beliefs.



After putting all of those on post-it notes, we were able to see the themes that were emerging. We started categorising the entire post-it notes information into bigger brackets 
of positive and negative, and then used smaller divisions of context and reasons behind those. 

The sorting process was extremely dynamic and by the end we had 
ideas on the emerging themes: 



Powerlessness: “passively accepting everything”, “forced into broken 
families”, “forced separation”, “you fit the system”, etc.



Dehumanised and Negative System: “helpless”, “feeling isolated”, 
“rage and violence”, “no right to decide”, “be punished for feeling 
emotions”, etc.



Expectation and Reality: “criminalised while living”, “action of staff 
makes things worse”, “self-fulfilling prophecy”, “once in care home, 
forever damaged by experience”, etc. 



These were the essential first steps in the sense making process. This 
created an insight of the direction of the project.

Affinity Mapping
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Figure 4: two sides of the glass board where we put up our affinity mapping into several themes

Figure 3: (anticlockwise from top) The pictures are of the creative things the young children made during the second 
interaction with Kibble, and the fourth image is of the first interaction at Kibble
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Based on this, we developed our principles. These principles were thematic and we believed that it would be an essential framework to help develop our project. We wanted to 
use these principles to understand what is necessary for the users, and what should be kept in mind to create a seamless and cohesive user experience. This was helpful in 
focusing our approach and helping the entire team look at the same motive.



Thus,  we finalised were:the five principles

We used the above mentioned principles to create an aim statement which would refine the focus area. For defining the aim, we used the 4 Ps of service design - people, 
product, partners and processes. These 4 Ps made the complicated pool of information more succinct for me, personally and was helpful in understanding the holistic impact of 
what was being created. 

Designing a service (product) that puts the young people in care (people) at the centre, and empowers them 
by improving their relationships with social workers and the care system (process), in collaboration with 
relevant stakeholders (partners).

“
”

Empowering Relationship Building a Positive Relationship Humanising the System Real Needs Trauma Informed

The Chosen Five Principles 

The Aim Statement

Caring Transitions - Group 1

Persona Building 

By gathering stories at different stages, we were able 
to create several personas that helped us analyse the 
different categories of people in care homes and 
understand who we were designing for. 



However, it was not an easy task to fit different aspects 
of young people’s life, behaviours and attitudes into a 
small number of moulds. We faced challenges during 
the creation of these personas and it took multiple 
rounds of back-and-forth to finalise our model. 
Nevertheless, we found that creating personas based 
on motivations, barriers, strengths, and needs was 
helpful. We aimed to understand important elements 
such as how they felt, how they were treated, and how 
they perceived their relationship with the system and 
themselves.

Stakeholder Map

Based on our research, we had created a stakeholder map in the initial 
phase of the project. We used the same stakeholder map to engage 
with our interviewees. This stakeholder map brings together major 
stakeholders that have importance within the life of a transitioning 
young people. We tried to map major service providers, within the care 
home, in the social and official sectors of their lives.

The figure on the right is the ideal scenario, whereas the one on the left 
shows what the real situation. This showcases how the system is 
dehumanised and confirms the formation of insights from our first 
engagement with CELCIS

Transitioning 
Young Person

Banking/ Money 
Management 

System

Policy Makers

Employee 
Unions

Council

Health 
Organisation

Government and 
their Policy 

Makers/ 
Administrators

Insurance 
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Rent Home 
Owners

Local Authorities/ 
Dept of Regulation 
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Companies that 
provide 

employement

Friends

Owners of Care 
Homes

Tutors/ Skill 
Trainers

Health 
Inspectors
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Charitable 
Organisations

Psychologists

Support 
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People in the 
University/
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Parents / 
Guardians

Residential 
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Other 
People in 
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Figure 5: On the left is the stakeholder map we made on the basis of our research, and on the right is 
the stakeholder map which CELCIS refers to as the actual situation in the care system

Figure 6: Some of the personas we created on our Miro board from the stories/case studies we encountered online
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A Skeptical 
Relationship to 

the System

Interactive Regulation/ 
Trust within the system

Self Regulation/ 
Self- Confidence

Low Self 
Esteem

Archetypes The Relationship Matrix, based on the Archetype

After having a chosen archetype, we were able to walk through with an intention in mind. The chosen archetype helped us understand a lot about the feelings, motivations and 
interactions of the young person within the care system. The scales within each archetype was helpful in understanding the type of relationship they had with the system. This 
helped us create our specific intention in the next parts of the project. The matrix ,also, was helpful in mapping the level of interaction a quarantined individual has by 
themselves and their interaction with the system. It helped us visually picture what is needed for a quarantined archetype to move to the fortunates spot in the care system. 

Caring Transitions - Group 1

Process Mapping and Storyboarding
In order to understand the system and base the principles at the right places, it was necessary to map the process. To review the dehumanised parts of the system, we decided 
to look at two stakeholders which hold the deepest connection and/or the most responsibility in a young person’s day to day life. This helped us understand the major transition 
places we were aiming to look at, ‘the foster transition with the supervising social worker’ or ‘transition of social workers and its impact on the child’.

To become a Foster Carer*
Application Stages

Initial enquiry

（online chat/ form/

phone call）

Report submitted to 
Fostering panel by 

assessor

Assessment Stages Approval Stages
Home visit


（supervising social 
worker visit the house）

Allocate supervising social 
worker


（work with you to complete 
a detailed assessment）

Application form

（random supervising social 

worker visit the house）

Multiple check called form F

（ask for references and 

undertake checks on medical 
financial situation）

Fostering panel interview

（work with you to complete 

a detailed assessment）
Recommanded to agency 

decision maker (ADM)

Mandatory training

Result Announced

 (& sign agreement with 

agency）
Allocate supervising 

social worker

In order to begin discussing a placement 
plan they will agree on a start date and 
any specialist care requirements.

The carer’s Supervising Social Worker will 
keep them updated throughout this 
process, supporting them in making the 
preparations for the arrival of the child.

Other foster carers from different 
independent fostering agencies may also 
have been put forward as potential carers 
for the child. In this part of the process, it 
is down to the Local Authority to decide 
who they think will best support the child 
and their needs.

The carer has the opportunity to ask for 
more details about the child’s care plan, or 
their requirements.

Referrals often contain details such as the 
child’s gender and age, specialist care 
requirements, as well as their general 
behaviour and social, emotional and physical 
health needs.

The carer will then be given some time to 
think over the referral and talk with their 
Supervising Social Worker to assess whether 
or not they are suitable for the match.
Maybe also include a Placement Plan and, 
usually, a Care Plan

Rely on the information system and the 
close connection between carer and ssw

Children Matched with Foster Carers**
Early Match

Match Found
Contact the carer and 

provide a overview of the 
referral

Initial Screening Decision Making After Approval
the Family Finding 

team（Agency) relay their 
interest to the Local 

Authority

some back and forth 
between Agency and the 

Local Authority
formally offer the carers 

for the referral

（with F Form）

The Local Authority review 
the offer

Approved The child’s Social Worker is 
introduced to our carer’s 

Supervising Social Worker
child will be take to the 

new family
Agency review the 

referral and consider 
the carers they have

Local Authority sends 
details of a child 

needing a foster carer
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Skeptical

Weak

Trust

Strong

The Advocate

Self doubt Self confident

Narrative

Quote

Recognise that the existing system needs to be improved and also understand 
the benefits of the system so that you can join the team to improve it.

“Recognise that the existing system needs to be improved and also understand”

Skeptical

Weak

Trust

Strong

Skeptical

Weak

Trust

Strong

Self doubt Self confident

Narrative

Quote

They are also often alone in the system, without emotional and other support. 
They often feel isolated and loss. They are more reluctant to express themselves 
positively.

“We call it ‘care system’, but it's ironic that we don't incorporate love within the 
system.”

Skeptical

Weak

Trust

Strong

The Quarantine

Skeptical

Weak

Trust

Strong

Self doubt Self confident

Narrative

Quote

They are like winning the lottery. Most of their needs are met. With the help of 
carers and the staff, they eventually achieved a relatively high level of success.

"we should be encouraged to succeed and be heard, not be quiet and a cause for 
sympathy."

Skeptical

Weak

Trust

Strong

The Fortunate

Self doubt Self confident

Narrative

Quote

The Simulated
Understand their own exit and know how to disguise their true emotions to adapt to 
their environment

Relatively optimistic attitude towards the system

Skeptical

Weak

Trust

Strong

Self doubt Self confident

Narrative

Quote

They have strong relationship with the carer. Byt they do not agree with the 
punishment or the operation of system. The low self-esteem comes from the 
trust of the carers.

"I remember feeling like the lowest version of myself because these people that I 
considered family(ish) had chosen to call the police rather than trying to hug me 
or treat me as equal to my peers by restraining me."

The Oppressed

Skeptical

Weak

Trust

Strong

Self doubt

Skeptical

Weak

Self confident

Trust

Strong

Narrative

Quote

The Independent
Trust themselves rather than the system, so most of them leave the system to pursue a 
better personal success.

Strong trust and reliance on the system as providing the greatest support

*Figure 9: (Top) The process mapping of becoming a foster carer in the UK

**Figure 10: (Bottom) The process mapping of profile matching of a young child to foster carers

Figure 7: The Six Personas Figure 8: The Matrix of Relationship
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Understanding Opportunities - Journey Map
After understanding individual processes, it was important to contextualise it to understand the opportunities we can create. The system is extremely complex, so it was 
essential to map the entire process into one and find the problem stages. This was helpful for us to understand what the various kinds of crucial opportunities of design we 
have. These mapping were done keeping our quarantined archetype in mind.

Process

Trust in the 
Process

Thoughts & 
Emotions

Problems &

Reasons 
Behind it

Major 
Opportunities

Identified 

Letting the child know more 
about the upcoming transition 

Giving the child enough 
support to go through the 

entire day with the new 
family, but checking in after 

the first 24 hours

Assessment before changing 
the social worker, (may remain 

the same social worker as 
much as possible)

A way to initiate efficient and 
helpful conversations 

social worker changeCome to New Foster Family Transit Again

being taken away by David 
(social worker) in school

There is sudden 
transition, lack of 
prior information, 

inappropriate 
occasion

Lack of 
Emotional 
Support

Lack of 
Emotional 
Support

Rushed 
Placement 

- Care 
Family did 

not prepare 
well

lack of prior 
information, 

poor 
transition

Lack of 
Conversation

Although Jeremy can’t call 
foster family back and it makes 
him so depressed that he start 

resisting and shouting.

David comfort Jeremy and give 
him a gift some basic information 

while driving to the new foster 
family

new family warmly welcome 
him and introduce him to his 

room

feel unfamiliar isolated at night 
and call David but


no one answer the phone

try to call his social worker that he 
wants to live with previous family 

but they

are short term foster carer

The new social worker, Andrew, 
call to introduce himself

he introduce himself and tell 
Jeremy due to job transfer the 

David cant work with him

Jeremy want to speak to David 
but be refused by Andrew

Jeremy ran away from the care 
family without a word

Care family told the situation to 
Andrew and Andrew called the 

police

Carer cant handle the sadness 
of Jeremy and report it to 

Andrew

Andrew show up in school with 
Jeremy's luggage again

Why are there so many Social 
Worker changes in the system?

Few days 
later

Few days 
later
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EcoSystem Map

Based on our research, we created an ecosystem map, 
which brought together major stakeholders that have 
importance within the life of a transitioning young person. 



It was three different agencies in relation to one another - 
the young person in a care home, the social worker who is 
responsible for the life of the young person, and the foster 
carers who take the responsibility and have a supervising 
social worker taking charge of this entire agency. 



On the right, is an ecosystem map which showcases the 
same relation and also some other agencies that have 
taken charge or look after the entire system, from a 
distance.



Below, is another map which showcases how each social 
worker goes through the same relationship map for 
multiple young people and often the number is extremely 
large (from 15 to 40 children)

Local Authority

Social Worker

Young Person 
in Care

Young Person 
in Care

Young Person 
in Care

Young Person 
in Care

Young Person 
in Care

Foster Carer Foster Carer Foster Carer Foster Carer Foster Carer
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Figure 11: Journey Map of  young person and the transiitons within foster and social workers

Figure 12: A simplified ecosystem map of the social worker and foster carer in a young person’s map

Figure 13: Simplified figure to show the workload of a social worker
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Concepts
It was evident in the entire process and journey mapping that the biggest burden of responsibilities lies on a social worker and often they manage multiple kids that can make 
the entire process slow and the transition phase rough and bumpy. The social worker is the eye of the young person in transition, as they are present through all stages, provide 
relief and placement ease. Through our research, we found some major problems in this relationship of a quarantined young person and their social worker, which are:

At this stage, to contextualise the understanding and re-focus the approach between the social worker’s needs and the young person’s needs, we used the 5Ws and 1 H 
formula. Through the process, it was evident that it would be impossible to create a better relation between the young person and social worker, without creating ease at work 
for a social worker. The 5Ws and 1H for our conceptualising phase were: 

Not enough Social Workers Not enough Connections Rough Allocation of duties 
for Social Worker

Lack of preparation for 
transition of a child

Lack of preparation for 
transition of a social worker

WHAT
To build better relationships and empower 
the children for a brighter future.

What is the project or issue?

Empower children for their life in a care 
home and also during social work transitions

Where is the project or issue 
located?WHERE

The issue occurs with every child during improper 
treatment at the care home and/or with social 
worker transition

When will the project take place or 
when did the issue occur?WHEN

Lack of positive connections and proper 
care for thr young person

Why is the project or issue important?WHY
The young person and the social worker

Who is involved or affected?WHO
The Service Designed based on the 5 Principles

How will the project be executed or 
how did the issue arise?HOW
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Transitioning 
Young Person

Supervising 
Committee

Support Group

Documentation 
Platform

New touchpoints

Existing Roles

Advocator

Foster CareSocial Worker

“We are Together” 
Plan

1
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Proposal
With thorough research, we identified that designing for 
the unmet needs of a young person in care would never 
be complete without keeping the needs of the social 
worker in mind. 



The social worker holding so much responsibility over 
the life of the young person in care is often seen to be 
violating the system, suddenly leaving and the entire 
workforce has seen extremely misbalanced demand 
and supply.



The proposal has three important elements, and the 
diagram is a representation of the changes proposed. 
The new plan has been built on the existing resources 
and has a mix of new touch points or modified ones. The 
new version of the service plan for the young person in 
care and the social worker is brought under an umbrella 
initiative plan, we called ‘We Are Together”.
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Figure 14: Proposal and the added touchpoints represented diagrammatically
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Proposal: Part 1 - A Support Group

It was found that our young person archetype, the Quarantined, was often feeling powerless, lost and isolated. His relationship to the system was broken and he was skeptical 
and felt all alone through the entire journey of living in a care home. It was important to bring positive relationships into his life and make him feel like he wasn’t alone. He 
needed the right motivation to explore and bring the best version of himself out, and the bureaucratic system  did not provide the space for him to feel so. Just like in our Kibble 
activity, the kids needed a little push to feel safe and happy, we felt that it was important to design a service that would benefit them on a regular basis and give them the 
needed support at all times.



Keeping all this in mind, we felt that a support group would provide the right platform for the young people to come together and give and receive support. The support group 
would be designed in a way that offers a safe place where you can get information that is practical, constructive, and helpful. This support group meeting, which would be 
organised by a social worker would help him divide the overbearing load of individually meeting each child under him and he can review each child’s progress or provide 
upcoming program information or social work transition details in one meeting to multiple children. The child can get an empowered feeling to voice out his feelings and 
provide opinions. This would provide the right positive push to the Quarantined archetype to gather a sense of togetherness and empowerment. This would become a 
collaborative space and would be beneficial for not only the child, but the social worker also by managing his time better.

What to expect�
�� Clear schedules for people in different groups to attend and shar�
�� Sharing is not mandatory, being present i�
�� There should be a sense of structure in the activitie�
�� This should provide a platform to connect with the Social Worker which was otherwise seemingly 

impossibl�
�� Having activities and clubs within it for personal development: book club, creativity groups, etc.

Benefits�
�� Building positive relations with people who have been in car�
�� Creating hope and empowermen�
�� Sharing experiences and discussing matters of concern with the 

Social Worker, which otherwise is not done because of lack of 
time for individual care and the excessive workload�

�� Focus of self-care and group development

The Type of Activities that would be a part of the support group can include:

Individual Activities�
�� Creating a Memory Bo�
�� Personal diary or CD for self developmen�
�� Art Therap�
�� Book Readin�
�� Nature Walk

Group Activities�
�� Break the ice game (one word starters�
�� Creating gratitude map�
�� Creative collage makin�
�� Potter�
�� Journalin�
�� Mindful Discussion Hour on topics of interes�
�� Nature Therap�
�� Wellbeing workshop
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Proposal: Part 2 - One platform for documentation

The second part of the ‘We Are Together’ initiative would consist of 
designing a proper platform for documentation. 



Proper documentation would help social workers to stay up to date 
with all the information related to the young people in his care circle. 
This platform would not only include documentation from the life of a 
young person - his personal history, but would also include all his 
placements and care plans. Along with this, there will be 
documentation of the support group meetings so that everyone in 
the official department can have an equal access to what is 
happening and proper care and activity planning can be done. 



Transition of social workers in the care system has been sudden and 
ill-planned, which has often led to a bigger burden on the mental 
abilities of the child and makes the new social worker feel out of 
touch. The entire process of understanding the young person starts 
from scratch and by the time they get connected, the relationship 
cycle breaks again and a new social worker arrives. This is a common 
occurring and often breaks relationship touchpoints, but this 
documentation platform would act as a touchpoint which can give 
access to all the information about the child in one place and 
smoothen the transition hurdles. This would also give the much-
needed stability to the care system and thus give time to address the 
real needs of the children. 



The pictures of four mock up screens have been presented 
alongside. 
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Figure 15: Mock Webpages of the documentation platform under the ‘We Are Together’ initiative
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Proposal: Part 3 - A Committee to Supervise

The social worker's behaviour has frequently exhibited violations of the system, 
resorting to physical discipline methods with the children and displaying a lack 
of connection. The responsibility of managing social work lies with the Local 
Authority; however, due to the overwhelming workload and imbalance, ensuring 
that all procedures and strict measures are followed by the social worker 
becomes challenging.



Our proposal involves creating a committee that conducts regular check-ins to 
ensure that the correct procedures are being followed. To ensure fairness and 
justice for all, we suggest designing the committee to include not only Local 
Authority and bureaucratic individuals but also those with firsthand experience 
in care or advocating for the rights and justice of the people. By having an 
advocate present, young people would feel heard and supported by someone 
who holds the appropriate authority and shares their perspective, instilling a 
sense of empowerment and assurance. The committee can also take charge 
and check reports of meetings. The presence of the advocate would foster the 
development of positive relationships, empower the individuals involved, and 
effectively address their genuine needs.



To make sure, that there are appropriate methods to keep in touch with the 
committee, the social worker would have connecting methods on the 
application, whereas the child would get a booklet which would provide them 
with all the methods to connect, This booklet would provide them with all the 
necessary information and their rights when connecting with not only the 
committee but also when they connect with the support group.



Below (left) is a diagrammatic representation of how the above mentioned 
services would look in the new ecosystem and how they will be managed under 
the new initiative., and on the right is a mock version of the booklets for the 
young people. 
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The New Service Blueprint

STAGE

Stakeholder 
Journey

Child

Child

meet the new 
social worker

read the booklet ask questions

in the meetingbe informed of 
meeting details

prepare for the 
meeting

take part in 
activities

go homeattend the 
meeting

apply to one-on-
one session

attend

Social 
Worker

Social 
Worker

hand the booklet 
to the child

update the child’s 
situation

receive the update of 
new child with details

lead the 
discussion

set up the 
meeting agenda

putting the child 
in a certain 

support group

observe and take 
notes

write reports go through profile discuss and update 
new information

receive the meeting 
agenda and other details

send someone 
(advocator) to the 

meeting
observe and 

interact
report the issues 

and discrepancies

advocator may be 
present in the meeting

go through 
report

go through 
report

receive update

answer questions 
and note 

observations
host the meeting

confirm 
applicants for one 

on one session

answer questions, 
discuss updates

Supervisor 
Committee

Supervisor 
Committee

Evidence booklet

New Child Management

(route management /meeting arrangement/ activity planning, etc.)

VPD/ Booklet Design
other professional support 

for arrangement
documentation and 

analysis tools

Meeting Management 

(record/ process feedback, etc.)

call/email/
platform

call/email/
platform

call/email/
platform

physical presencetransportation/ 
physical presence

Line of 
Interaction

Line of 
Visibility

Line of 
Interaction

Support 
Process

Frontstage

Backstage

ENTERING INTO WAT DURING THE WAT
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Figure 16: Vision of the Ecosystem Map with the proposed innovations

Figure 17: Proposed Mock Booklet for helping young people understand 
their rights and provide them with all necessary contact information

Figure 18: A service blueprint for ‘We Are Together’(WAT) initiative 

Service Blueprint of our proposed 
solution helped us visualise the 
necessary elements of the initiative 
and provided a holistic framework 
for understanding the utility from the 
it.



By working with the three major 
stakeholder - already present and 
proposed - we were able to clearly 
see their intentions, presence and 
roles at each step of the process. 
During each stage of the blueprint, 
the presence of evidence as a 
criteria was very helpful, as it helped 
us think about adding a booklet. The 
booklet acted as a physical evidence 
and thus would make sure that there 
is absolute reliability in the 
touchpoints. there were a few 
vesions of the blueprint made, and 
assistance from the other service 
design tools was taken to 
understand what would come 
where.



Thus, the presence of the service 
blueprint was critical as it gave visual 
feedback and iterative opportunities.
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Future Work

I believe that the service design project 'We Are Together' holds immense potential. With the right support and enhancements, it has the capability to address multiple issues 
faced by young people on a daily basis. Launching this service can be a significant step in addressing these issues while also tackling the problem of social worker overload. By 
creating effective touchpoints and contact with support groups, this initiative can address unmet needs at various levels.



In the future, it is important to get this initiative reviewed by several stakeholders and make necessary revisions as and where needed. It is important to have a closed group that 
can go through the parts of the proposal and give insights so that this project can become an implemented reality.



Moving forward, future research could focus on bridging the gap between society and the care system. This can be achieved through initiatives aimed at creating awareness 
and encouraging more interaction with the community. Such efforts can garner greater support for vulnerable young people who may feel lost and powerless.



One of the key strengths of this service design project is its sustainability. Rather than creating new seeds of innovation, 'We Are Together' builds upon existing systems and 
enhances them with additional innovations. This makes it adaptable to new transitions within the system and enables it to drive significant changes in response to emerging 
trends.



Overall, the 'We Are Together' service design project has the potential to create meaningful impact and drive significant positive changes in the care system. With the right 
support, it can become a catalyst for progress and pave the way for a better future for young people.
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Conclusion
Thus, it can be concluded that ‘We Are Together’ initiative was an in-depth study focusing on the unmet needs of young people within the care system in UK. Ths project was a 
step in the direction of change and the initiative is the right intervention needed to turn the atrocious system around. This initiative would not only be a move for personal 
development of the young children but also help improve the organisational structures.  The care system is an overwhelming space and is prone to neglecting the needs and 
wants of young people. This initiative would provide a platform to change, by giving a voice to the young people in care. 



With ‘We Are Togethers’ support group, the young people can build empowering and positive relationships and the presence of proper documentation along with it would 
make sure that the processes address the real needs and remain trauma informed. The addition of a committee with advocates would only make the system more humanised 
and lay seeds for better humanised changes in the future. As per the aim statement, the initiative would once again, bring the young person in the centre of the processes and 
helping the collaborators run smoothly during transition phases.  



The project was a challenging one, however the drive to create a sustainable and stable innovation for the young people was motivating for me to walk through the complex 
and unseen path of the care system. Understanding the loved experiences and basing the entire project on those experiences and opinions was a challenging task. The use of 
multiple service design tools acted as an asset to refocus on the necessary aspects of the situation. Throughout this project, the aim was to connect with the people 
comprehensively. 



In return, this project has allowed me to expand my approach and take a more holistic view of back-end processes, lived experiences, and innovation tools. This approach is 
crucial for future endeavours, and this project serves as an initial step in my journey towards learning from a new perspective. I aim to continue honing this skill in the coming 
years to create more human-centred and personalised changes that positively impact people's lives. Overall, this project has been a valuable learning experience, and I look 
forward to applying the knowledge and skills gained from it to future service design projects.
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