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PROJECT BRIEF
The Region of Waterloo needs a practical way to turn complex digital strategies into high-quality public services. To solve

this, we developed a web-based Service Design Playbook, a living digital tool that replaces static PDFs and fragmented

workflows. By providing staff with clear checklists, templates, and shared standards, we are streamlining internal

processes to create a more consistent, accessible, and resident-centered experience across all regional departments.

The Problem: Current strategy documents are too technical and staff workflows are scattered across

too many systems (Excel, Teams, SharePoint).

The Solution: A searchable, web-based platform integrated directly into the staff intranet.

User Feedback: Staff requested "less reading, more doing", focusing on templates and step-by-step

guides.

Key Features: Secure login, advanced "Google-style" search, and a simple, uncluttered layout.

Goal: Move residents from phone calls to efficient digital self-service.



RESEARCH MEHTHOD 

Key Insight: Staff prioritize functional tools (checklists/templates) over long-form reading material.

Method 1: Staff Survey

Participants: 9 regional employees across various departments.

Focus: Identifying workflow bottlenecks and current tool usage (Excel, Teams, SharePoint ).

Key Insight: The playbook must be unique to Waterloo and accessible to both IT experts and front-facing staff.

Method 2: Client Interview

Format: 20-minute stakeholder meeting via Zoom.

Focus: Defining success metrics and organizational culture requirements.

Key Insight: A web-based "living tool" is superior for long-term usability and scannability.

Method 3: Comparative Analysis

Scope: Audited 6 major playbooks (Toronto, UK, Ontario, BC, US, and Vancouver).

Focus: Evaluating web-based vs. PDF structures and navigation standards.



RESEARCH QUESTION
How might we construct a service design playbook that is clear, easy-to-use, and helps

employees understand and integrate digital tools, collaborate with cross-functional

teams, and utilize relevant resources while performing digital services? 



IDEATION PHASE
After completing our research, we moved into the ideation phase to explore

potential directions for the service playbook.

Research synthesis

Reviewed insights from surveys, interviews, and playbook comparisons

Identified key user needs and challenges

Idea generation

Brainstormed potential structures for the playbook

Discussed useful tools and features

Design direction

Focused on clarity and usability

Prioritized practical tools for employees



LOW-FIDELITY PROTOTYPE





MID-FIDELITY PROTOTYPE





FINAL PROTOTYPE
Figma Link

https://www.figma.com/design/nVWMtolKy8tznhacUoEE5r/Region-of-Waterloo-Digital-Services-Playbook?node-id=556-13686&t=s8zXOsFadiZc8mN8-1


THANK YOU
Q&A
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