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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.
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RESEARCH MEHTHOD

Method 1: Staff Survey

Participants: 9 regional employees across various departments.
Focus: Identifying workflow bottlenecks and current tool usage (Excel, Teams, SharePoint).

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

Method 2: Client Interview

Format: 20-minute stakeholder meeting via Zoom.
Focus: Defining success metrics and organizational culture requirements.

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

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.

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

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

potential directions for the service playbook.

Research synthesis
e Reviewed insights from surveys, interviews, and playbook comparisons

e |dentified key user needs and challenges
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Pjaybook Lorem ipswm dalor sit amet, Lorem ipsum dalor sit amet, Loram ipsum dolbor sit amet,

Larem ipsum dolor sit amat,
consectetur adiplscing eit, sed
do elusmod tempor inckkdunt ul
labare et dalore magna aliqua.

consectelur adiplscing e, sed
do eiusmad tempar incididunt ul
latsore @1 dodore magna aliqua,

consectetur adpiscing elit, sed
di giusmad tempor incididunt ut
labone ¢1 dolore magna aliqua,

consectetur adipiscing e, sed
o eiusmed temped incididunt ut
labare ¢t dolone magna aliqua.

Module Name

Lorem ipsurm dokor sit amet,
cansectetur adipiscing e, sed
do elusmod tempaor Inckigunt ut
labare et dolore magna 8|iqu&.

Module Name

Lorem ipsum dolor $it aman,
consactelur adipiscing elit, sed
do elusmod tempar Inchdidunt wt
labore et dolore magna aliqua.

Module Name

Larem ipsum dalor git amet,
consestelur adipiscing elit, sed
do elusmad tempor incididunt ut
labore &1 dolore magna aliqua.

Module Name

Lorem ipsum dolor sit amet,
consectetur adipiscing giit, sed
o esmad tempor Incididunt ut
labore et dolore magna aliqua.

Module Name

Lorem ipsmm.dulm sit amet,
consectetur adipiscing olit, sed
o eivsmod tempor incididunt ut
labore et dolore magna aliqua.

Module Name

Lerem ipsum dolor Sit amet,
consactotur adipiscing elit, sod
do eiusmod tempor inchdidunt wt
labore et dolore magna aliqua.

Module Name

Lorem ipsul‘n dolor sit amet,
consectetur adipiscing olit, sed
do elusmad tampor incididunt ut
labore et dolore magna aliqua.

Module Name

Lorem ipgum dolor sit amet,
consectetur adipiscing olit, sed
o aiusmod tempor incididunt ut
labore et dolore magna aliqua.
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Link Title

Lorem ipsum dolor sit amat, consectetur adipiscing elt, sed do elusmod tempor incidiount ut labare et dolore magna aliqua.

Link Title
Lovem ipsum dolor sit amet, consectetur adipiscing elit, sed do elwsmod tempar incididunt ut labare et dolore magna aliqua.

Link Title

Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do elusmod tempor inchdidunt ut labore et dolore magna aliqua.

Link Title

Lorem ipsum dalor sit amat, consectetur adipiscing elit, sod do slusmod tempor incididunt ut labore ot dolore magna aliqua.

Link Title
Losem ipsum dalor sit amet, consectetur adipiscing elit, sed do eiusmod tempor incididunt vt labore et dolore magna aliqua.
Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do elusmod lempor Inchdidunt ut labore et dolore magna aliqua.

Link Title

Loram ipsum dalor sit amat, consactetur adipiscing elit, sed do elusmod tempor incididunt ut labore et dolore magna aliqua.

Link Title

Lorem ipsum dalor sit amat, consectetur adipiscing elit, sed do siusmod tempor incididunt ut labore ot dolore magna aliqua.

Link Title

Lorem ipsum dalor $it amet, consectelur adipiscing elit, $6d do eivsmod tempor incididunt vl labore @t dolone magna aliqua.
Lorem ipsum dalor sit amat, consectetur adiplscing elit, sed do alusmod tempor incididunt ut labore st dolore magna aliqua.

Link Title
Lorem ipsum dolor sit amat, consectelur adipiscing elit, sed do eivsmod tempor incididunt ut labore et dolore magna aliqua.
Losem ipsum dolor sit amel, consectetur adipiscing elit, sed do elvsmod tempor incididunt vl labore et dolore magna aliqua.

Link Title

Losem ipsum dolor sit amat, consectatur adipiscing elit, sed do eiusmod tempor incigidunt ut labare et dolore magna aliqua.

Link Title
Lorem ipsum dalor sit amat, consectetur adiplscing elit, sed do elusmod tempor incididunt ut labore et dolore magna aliqua.
Losem ipsum dolor sit amet, consectetur adipiscing elit, sed do eivsmod tempor incididunt ul labore et dolore magna aliqua.

Link Title
Lorem ipsum dolor sit amet, consectetur adipiscing efit, sed do eiusmod tempor incididunt ut labore et dolore magna aliqua.

Link Title
Lorem ipsum dalor sit amat, consactetur adipiscing elit, sed do alusmod tempor incididunt ut labore at dolore magna aliqua.
Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do eivsmod tempor incididunt ut labore et dolore magna aliqua.

Link Title
Lorem ipsum dolor sit amat, consectetur adiplscing elt, 56d do eivsmod lempor incisount ut labare et dolore magna aliqua.

Link Title
Lorem ipsum dalor sit amet, consectetur adipiscing elit, sed do elusmod tempor incididunt ut labore at dolore magna aliqua.
Losem ipsum dolor sit amet, consectetur adipiscing elit, sed do eivsmod tempor incididunt ut labare et dalore magna aliqua.

Link Title

Lorem ipsum dolor sit amat, consectelur adipiscing elit, sed do elemod tempor incisdunt ut labore et dolore magna aliqua.
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Playbook

Lorem ipsurm dolor sit amet,

consectelur adipiscing &lit, sed

do siusmod tempor incididunt ut

labore @t dalore magna aliqua.

Module Name
Laorem ipsum dolor 5it amet,

consectelur adipiseing elit, sed

o eiusmod tempor incididunt ul

labvore et dolore magna aliqua.

Module Name

Lorem ipsurm dolor sit amet,

consectetur adipiscing elit, sed

do eiesmod tempor incksisunt ut

labore et dolore magnaallqua.
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Digital Services Playbook

Overview

Lorem ipsum dolor it amet, consectetur adipiscing elit, sed do
eiusmod tempor incididunt ut labore et dolere magna aliqua. Ut
enim ad minim veniam, quis nostrud exercitation ullameo laboris
nish ut aliquip ex ea commodoe consequat. Duls aute irure doler in
reprehenderit in voluptate velit esse cillum delore eu fuglat nulla
pariatur. Excepteur sint occaecat cupldatat non proldent, sunt in
culpa qui officia deserunt mollit anim id est laborum.
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Lorem ipsum dolor sit amet consectetur adipiscing elit. Quisque faucibus ex saplen vitae pellentesque sem placerat. In ld cursus mi
pretium tellus duis convallis. Tempus leo eu aenean sed diam urna tempor. Pulvinar vivamus fringilla lacus nec metus bibendum
egestas, laculis massa nisl malesuada lacinia integer nunc posuere. Ut hendrerit semper vel class aptent taciti sociosqu. Ad livora

torguent per conubia nostra inceptos himenaeos.

Lerem ipsum dolor sit amet consectetur adipiscing elit. Quisque faucibus ex sapien vitae pellentesque sem placerat. In id cursus mi
pretium tellus duis comvallis. Tempus leo eu aenean sed diam urna tempor. Pulvinar vivamus lringilla lacus nec metus bibendum
agqastas, Iacidis massa nisl malesuada lacinia inlngur nunc posuane. UL hendranit semper vl class aptent taciti sociosqu. Ad litora

terquent per conubia nostra inceptos himenaecs,
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Lorem ipsum dolor sit amet consectetur adipiscing elit. Quisque faucibus ex sapien vitae pellentesque sem placerat. In id cursus mi
pretium tellus duis convallis. Tempus leo eu aenean sed diam urna tempor. Pulvinar vivamus fringilla lacus nec metus bibendum
agestas. laculis massa nisl malesuada lacinia integer nunc posuere. Ut hendrerit semper vel class aptent taciti sociosqu. Ad litora

torguent per conubia nostra inceplos himenaeos.

Lorem ipsum dolor sit amet consectetur adipiscing efit. Quisque faucibus ex sapien vitae pellentesque sem placerat. In id cursus mi
pretium tellus duis convallis. Tempus leo eu aenean sed diam urna tempor. Pulvinar vivamus fringilla lacus nec metus bibendum
egestas. laculls massa nisl malesuada lacinia integer nunc posuere. Ut hendrerit semper vel class aptent tacili soclosqu, Ad litora

torguent per conubia nostra inceptos himenaeos,
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Lorem ipsum dolor sit amet censectetur adipiscing elit. Quisque faucibus ex
saplen vitae pellentesque sem placerat. In id cursus mi pratium tellus duis
convallis, Tempus leo eu aenean sed diam urna temper. Pulvinar vivamus
fringilla lacus nec metus bibendum egestas. laculis massa nisl malesuvada
lacinia integer nunc posuere. Ut hendrerit semper vel class aptent taciti
sociosqu. Ad litora torquent per conubia nostra inceptos himenaeos.

Lorem ipsum dolor sit amet censectetur adipiscing elit. Quisque faucibus ex
saplen vitae pellentesque sem placeral. In id cursus mi pratium tellus duls
cenvallis, Tempus leo eu agnean sed diam urna tempor. Pulvinar vivamus
fringilla lacus nec metus bibendum egestas. laculis massa nisl malesuada
lacinia integer nunc posuare. Ut hendrerit semper vel class aptent taciti
sociosqu. Ad litora torquent per conubia nostra inceptos himenaeos.
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Lorem ipsum delor sit amet consectetur adipiscing elit. Quisque faucibus ex
sapian vitae pellentesque sem placeral. In id cursus mi pratium tellus duis
convallls, Tempus leo eu aenean sed diam urna tempor. Pulvinar vivamus

fringilla lacus nec metus bibendum egestas. laculis massa nigl m da
lacinia integer nunc posuere. Ut hendrerit semper vel class aptent tacit
sociosqu. Ad litora torquent per conubia nostra inceptos himenaeos.
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5. Development
6. Live Phase 2
Templates ? Internal Staff Resources > .0, UserResearch ’
D A collection of all templates and checklists. D Resources for internal staff operations. ==s  Creating effective research methodelagies to 7. Retiring a Service >
gain insightful data and maintain ethical
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Results for “Consent Form”

Links (4) / Documents(1) / Modules (3}

Results

Consent Forms

How towrite a consent form within ethics
Participant Consent

Why consent Iz importort and when do you need it

Research Ethics
description

Participant Privacy
description
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City of Cambridge City of Kitchener City of Waterloo Township of North Dumfries Township of Wellesley To

Templates b
A collection of all templates and checklists.

User Research »
Creating effective research methodologies to

gain insightful data and maintain ethical

standards.

Privacy 2
A collection of privacy standards such as PHIPA
to aid in staff compliance.

hip of Wilmot Township of Woolwich
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This module featwes a collection of internal staff resources for day-to-day operations. It is meant to educate staff on their
roles, responsibilities and rights as well as creating a guideline of standards for professional etiquette expected from a Templates
government employes. i} S

1. Interdepartmental Communication

Strong communication between departments helps keep teams aligned, reduces duplicated work, and supports consistent service delivery. In a regional
setting, this coordination directly impacts how effectively services are defivered to residents and stakeholders.

Communication should be cleas, consistent, and timely, with Messages weeking best when they are concise and focused on next steps. Using shared tools and
channels hilps reduce confusion, and having clear paints of contact in each department makes sune requests reach the right people quickly. Requests

should be brief and easily scannable, outline what is needed, why it matters, and when it is required, so teams can respond efficiently. Keeping information
documented and accessible in shared spaces also helps prevent knowledge from being siloed.

Regular check-ing between departments suppodt interdepartimental coordination, whather through recurring meetings o project discussions. Informal
interactions are just as important. Simple opportunities like team lunches or casual meetups help build relationships and make day-to-day collaboration easier.

Good imerdepartmental commiumicalion reles on both clear processes and a culture where teams ane open, responsive, and willing 1o work 1ogether,
1.1 Real-World Example: Interdepartmental Lunch Form

= The organizer provides their name, department, and contact information, along with the departments invalved. Including a general purpose, such as meeting
for lunch, or to discuss a project,

= Thar form should b clear about the proposed date and time, any altematives, and whether the lunch is in person o vifual, along with the lacation or meeting
link. An estimate and list of participants would be beneficial.

= Any costs should be noted, including whether it is required to bring your own lunch or if it is depariment funded. For the purposes of discussion a simple
agenda can help structure the conversation while keeping things on track.

= Accessibility and distary needs should be considened in advance. After 1he mesling, any key lakeaways can be shared and fallow up responsibilities noted 1o
keep the process useful and easy to repeat

Some questions to consider asking on the form:

What i your name?

What department are you part of?

What Is your contact information?

which departments will be participating?

What is the purpose of this lunch?

What is the proposed date and time?

Are there any alternative dates or times?

Will the lunch be in person or virtual?

Whisre will it take place or what is the meeting link?
Who will be amending?

What iz the estimated number of participants?
Hosw will the lunch be handled in terms of cost?

I5 this a bring your own lunch or depariment funded?
What is the agenda for the lunch?

Are there any accessibility needs to consider?

Are there any dietary requirements?

Are there any follow up acticns?

Who is responsible for follow up?

City of Cambridge City of Kitchener City of Waterloo Township of North Dumfries Township of Wellesley Township of Wilmot Township of Woalwich
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https://www.figma.com/design/nVWMtolKy8tznhacUoEE5r/Region-of-Waterloo-Digital-Services-Playbook?node-id=556-13686&t=s8zXOsFadiZc8mN8-1
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