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“I was swimming in data”
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TACSI Methods & Tools 
Youth Refuge Reform example

Meet & greets 

Semi-structured 
interviews 

Rapid  
ethnography

Generative 
research 

In order to 

Understand  
Life experiences and what helps/ 
hinders in supports and services 
Life needs aspirations and 
motivations 

Set up sensitive engagement 
Build rapport 
Select respondents 
Identify assumptions to test 

Insight into   
Refuge/ daily experience  
Identify gaps in service 
offerings to meet needs

Co-design 
Opportunities and possibilities for 
a better refuge experience  

Research Method Output Tool 

Casual 
conversation 

Interview 
Journey mapping 

Card sorting 

Service shadows 
Participant 
observation 

Paper 
prototyping 

Understand how youth want/need to be 
assisted in resolving homelessness and 
build a life that they value 

Develop analysis of the experiences, views, 
and perspectives of a sample of service 
users across youth refuges. 

Examine potential service design responses 
or processes arising from the findings 

Identify key service design issues and 
potential solutions.
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Image Source: ‘Convivial Toolbox: Generative Research for the Front End of Design’ 
by Liz Sanders and Pieter Jan Stappers



Collection methods 
• Talking (i.e. semi structured interviews) 

• Observing (i.e. rapid ethnography) 

• Making (i.e. generative co-design activity)

What do people say?

What do people do?

What do people dream?



Analysis tools 
• Patterns (clustering) 

• Cohorts (personas) 

• Experiences (journey maps) 

• Ecosystems (systems maps)

What themes are emerging?

What are new and unexpected ways to group cohorts?

What are the highs + lows? Barriers + benefits?

How does what we’ve learned fit  
into a larger context?



clustering 



Observations Assumptions

Insights Opportunities

Key Quotes

From analysis to clustering



Theme 1 Theme 2 Theme 3

Clustering

Theme 4



personas 





Personas in Context (Blog Post)

Anatomy of a persona 
1. Segments — What are the extremes or groups of 
cohorts we want to represent? 

2. Characteristics — Who is this person and what do 
we need to know about them?  

3. Barriers and benefits — What are the key things 
that help and hinder this person? Why? 
 
4. Needs and wants — What’s the job to be done? 

5. Motivations and incentives — What drives this 
person’s behaviours? 

6. Supports and Influencers — Who else is in their 
network (positive or negative)?

http://reboot.org/2015/06/18/user-personas-in-context/


3 Behaving and experiencing92 · Service innovation handbook

Creating a persona/storyworld
Use this to describe someone in their world

The backstory

My family, study and work background… 

Current situation
My name is…My age is…I live in…with… 
How and where I spend my time…My work 
and income…

Beliefs about change
How I think about the future…

Key insights Capacities and resources
I can easily…I can’t easily…My skills 
are…because…

Goals and values
The future I want  is…because

Issues and challenges Workarounds Strong ties with…
People, places and organizations

“ I think/feel/know…”
Devices and technologies
Things I have with or around me (eg car, 
TV, mobile phone)…because…

Relationships with organizations
Formal/informal…occasional/frequent

Weak ties with…
People, places and organizations
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Persona Templates 



user journeys 







Introduction to Designing Experiences 
(Video)

Anatomy of a user journey 

1. Scenes — What happens when and why? What is 
the intended outcome of each situation? 

2. Actors — Who is doing what? What is the role? 

3. Props — What are the tools and touch points that 
are used? How do these create behavioural 
cues? 

4. Sensory experience — What does this moment 
feel like? Look like? Sound like? Smell like? 

5. Emotional experience — What are the highs and 
lows?

Script for____________
Scene title

What happens

Actors & props

Scene title

What happens

Actors & props

Scene title

What happens

Actors & props

Scene title

What happens

Actors & props

Scene title

What happens

Actors & props

Scene title

What happens

Actors & props

Scene title

What happens

Actors & props

Scene title

What happens

Actors & propsBreaking 
down 
experiences

https://www.dropbox.com/s/su0la0v5mf135mx/161205%20Mcdonalds%20v1.m4v?dl=0
https://www.dropbox.com/s/su0la0v5mf135mx/161205%20Mcdonalds%20v1.m4v?dl=0


Before 

User Journey Template 

During After
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What were they doing? Thinking? Seeing? 
Feeling? Hearing? Giving? Getting? Who else do 
they interact with?  



systems or  
service mapping 



Stabilisation (CSA’s)

Time limited 
treatment/institution 

(Prison) 
Health  

Hospital 
OOHC Care 

Unsupported Homelessness 
Motel, Rough Sleeping, Car, Family 

Access Point

Somewhat Stable 
Rooming House 

Private rental 
Motel 

Stable 
Job & private rent 

Transitional Housing 
Social housing 

Family 

Destabilising Forces 
Trauma 

Addiction 
Mental Health  

Poverty

The Wider System: Current Flows

Too Big 
Need less of this

Too Small 
Need more of this





Anatomy of a service or  
systems map 

1. Entities — Who are the actors and organisations? 
What are their goals and objectives? 

2. Flows — What information or resources flows 
from one place to another?  

3. Movement — Where do people transition to or 
from?  

4. Blockages — What creates barriers or unwanted 
outcomes?  

5. Influencers — What drives or incentivises 
decisions or power dynamics?



Frame a slew of how might we 
questions based on  your 
insights 

• reducing key challenges /pain 
points 

• amplifying what works 
Generate opportunities that 
respond to the how might we’s 
• Rank using matrices that the 

reflect key principles, types of 
outcomes you want to see, or 
horizons of innovation

Your 
Opportunities 
are Only as 
Strong as 

your Insights 



Thank you!

We develop, test and spread 
innovations that change lives. 

tacsi.org.au 
@ozinnovation 
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