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FOREWARD 
Co-design is a powerful tool that finds ever wider application in various areas, not only 
related to design. Companies as well as of public institutions are progressively 
adopting it as a method to enable innovation and digital transformation processes. 
Within the CO3 project - Digital Disruptive Technologies to Co-create, Co-produce and 
Co-manage Open Public Services along with Citizens – the co-design has been 
identified a reference method.  

In co3 project, the co-design process has allowed to harmonize a 
technology driven vision to a stakeholders’ centred definition of the 
application scenarios. 

This has been possible, proposing and setting up a structured activity and tools able 
to:  

• Engage a heterogeneous panel, including public administration, technology 
experts, local associations and citizens, to stimulate a common understanding 
of the disruptive technologies enabling innovations in public services 

• start a cooperative definition of the service concept scenarios to innovate 
the current public services  

• raise and collect the stakeholder’s requirements and actively participate to 
the process of design and implementation of the identified solutions. 

The CO3 methodology grounds on a review of relevant scientific literature and projects 
on platform and system design. The background has guided us in defining a roadmap 
and a set of tools that have been customized for the specific purposes of the project. 
Shared, tested and applied with the project partners, the CO3 co-design method has 
been consolidated, and then translated and applied by the local stakeholders.  

The present document collects all the resources designed for CO3, with the aim to 
leave them available for other further activities of CO3 partners and all the citizens, 
groups, organizations interested in using them.  

 

 

 

  



CO3 co-design toolkit 

TABLE OF CONTENTS 
  
FOREWARD ............................................................................................................................................... 2 

1. SERVICE INNOVATION  AND PARTICIPATORY APPROACH ........................................... 4 

2. THE CO3 CO-DESIGN METHODOLOGY ................................................................................. 5 

2.1. PREPARATORY MEETINGS .................................................................................................. 7 

TECHNOLOGY FOCUS .................................................................................................................. 8 

KNOWLEDGE SHARE ................................................................................................................... 10 

2.2. CO-DESIGN WORKSHOPS ................................................................................................. 10 

CODESIGN TOOLS for KNOWLEDGE ELICITATION AND IDEAS GENERATION ..... 12 

MORNING SESSION .................................................................................................................... 13 

AFTERNOON SESSION ............................................................................................................... 17 

AFTER THE WORKSHOP ............................................................................................................. 19 

3. THE CO3 CARD DECK ................................................................................................................. 20 

4. REFERENCES ................................................................................................................................... 21 

5. ANNEX A – Meetings and Workshops Facilitators’ guide ............................................. 22 

6. ANNEX B – CO3 Card deck (early version) .......................................................................... 27 

AKNOWLEDGEMENTS ......................................................................................................................... 42 

 

  



CO3 co-design toolkit 

1. SERVICE INNOVATION  
AND PARTICIPATORY APPROACH 

The traditional chain of service design - ideate, design, implement - based on the 
service manager/owner vision is no longer enough to get to provide processes and 
services that meet the current scenarios. The phases of ideation and design are the 
steps in which the value creation start and it cannot take place separately from the 
“place” (market, society) where it will be exchanged. 

In addition to this, citizens, customers, end-users cannot be still intended as passive 
entities, recipients of the services and in particular public services. Current social 
paradigms and design perspectives imply that they enter as active participants or 
collaborators in the value creation process, including the service design. This represent 
a very relevant evolution, that make new services aware of and shaped by different 
points of view, needs, as well as skills and resources that people bring.  

The centrality of the persons is a founding principle of many design approaches, 
which from ergonomics to design, include systematic methods and techniques of 
participation and inclusion of end-users in the processes not only of design, but also 
of consumption, experience, production, communication, etc. 

The paradigm-shift from a vertical to a participatory process, including places and 
persons outside the design team and the service providers, enriches the definition of 
new service scenarios, set up and define more sensitive success metrics, 
performances and value exchange mechanisms. The knowledge of the real context 
of destination in terms of places, habits, procedures where target users, is essential for 
design approaches commonly applied in the field of innovation, such as the Service 
Design (Polaine et al. 2013), the User-Centred Design (IDEO, 2015).  

The design method that is based on participatory practices that actively involve 
stakeholders and end-users in the design process is known as co-design. Engaging 
different actors, the co-design implementation requires a careful planning and – as 
said - a wide understanding of target domain. In co-design method, participants act 
as designers working with other experts of domains, in a dialogue on a common 
problem and on possible solutions that can evolve in prototypes or shared artefacts 
(Stepanek, 2015). Through dedicated techniques, the co-design allows non-designers 
to articulate design proposals as a useful starting point for further professional 
developments (Sanders et al., 2010). The collaborative design activities allow to widen 
the design team’s vision and develop a situated knowledge of complex domains. 
Moreover, the engagement of end-users helps in the design of usable (effective, 
efficient and satisfying) solutions. 

In addition, co-design is considered as a useful approach in digital transformation 
processes: allowing citizens, administrators, experts to work on emerging issues and 
providing them design-specific tools to support their problem-solving abilities, over 
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producing a number of negotiated and shared ideas, it empowers participants and 
commit them for the further implementation and monitoring phases.  

2. THE CO3 CO-DESIGN METHODOLOGY 
The early phase of CO3 project aims at achieving general requirements for services 
and technologies through co-design involving both PA and citizens, on the base of 
their needs. Requirements have to include non-functional aspects (legal, cultural, 
social, economic RQ). 

The base to get to this result is the building of a common understanding of the 
disruptive technologies, inspiring a model of collaboration for the CO-CREATION, 
CO-PRODUCTION, CO-MANAGEMENT. For the nature of the project, the co-design 
methodology developed is characterized by two properties.   

The Co3 co-design approach refers to four core pillars:  

• PARTICIPATORY APPROACH: the early engagement of heterogeneous 
stakeholders is the base to enter in conversation and collaborate to the problem 
solution since the early phase of the project. Participation raise awareness and 
interest in the project challenge and domain, and it is fundamental to get to a 
result coherent with the project vision and real contexts of application. 
 

• MODULAR IMPLEMENTATION: the CO3 methodology has been defined since 
the beginning to support the direct engagement and collaboration of co-design 
teams of different size and distributed in different settings. The methodology 
kicks-off the participatory process 
from a small scale, that can 
progressively scale up to a wider and 
larger audience  (Figure 1).  
 

• QUALITATIVE DATA DRIVEN 
APPROACH: the visual canvases 
used to stimulate the collaborative 
work of participants; work have been 
also used as data collection tools. 
The data collected are qualitative 
and include all the materials 
documenting the process and the 
solutions (low-fidelity prototypes) 
produced by participants (filled 
canvases, text, video, recording). 
Their systematization enables 
qualitative analysis and insights for 
further actions and decisions.  

Figure 1 - Multi-stakeholder 
 and progressive engagement process 
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• DESIGN ORIENTED METHODOLOGY: the CO3 methodology refers to the 

Design Thinking as systematized by the d.school – the Hasso-Plattner Institue 
of Design of the Stanford University, that identifies 5 main phases (Figure 2):  
 

 
Figure 2 – Design Thinking phases defines by the Stanfor d.scool 

 

The stakeholders’ participation is addressed towards the problem-solving through 
meetings and workshops in a roadmap in which participants are driven from an 
exploratory phase, facilitating the discovery of the domain, through the ideation 
phase to the rapid prototyping of the emerged solution. In all phases, the 
participants cooperatively work to envisage, propose and discuss innovative 
solutions to be modelled and rapidly prototyped.  

 

 
Figure 3 - co3 co-design roadmap 
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The CO3 co-design toolkit includes documentation, visual tools and practices 
that exploit individual skills and knowledge sharing within the group to address 
the active participation of people in solving complex challenges. The co3 co-
design roadmap (Figure 3) includes 2 phases, with specific activities:  
  

PREPARATORY PHASE: 

● The technology focus: needed to introduce people to the technology that will 
work as infrastructure of the novel services.  

● Knowledge share: needed to know better the context of use and implement 
solutions fitting to the real situation. These activities also focus on existing 
services, local policies, needs, resources, barriers, the further design has to be 
aware of.  

CO-DESIGN  

• Workshop: The co-design workshops are the generative activities, aiming 
at moving from the existing scenario to the disruptive use of technology in 
the use-case of interest. This is the core of the methodology, in which – on 
the base of the collected information and knowledge, stakeholders define 
the service scenarios as co-designers, and provide more thoughts about 
implementation and sustainability. This is fundamental to promote a 
development of the platform complying realistic situations and high-
priorities of the destination contexts.  

 

In order to conduct activities, the present Toolkit has been designed with the aim of: 

- Give the facilitator a common vision and understatement of the approach and 
the provided tools.  

- Give the possibility to amend and adapt the provided tools, according to the 
specific contexts of use 

- Collect data in a systematic way, so to be easily elaborated and received by the 
project team 

2.1. PREPARATORY MEETINGS 
When design entails or move from disruptive technologies, it is important to allow 
people to better know them and have the possibility to ask for questions and comment 
the vision, in order to appropriate it.  Preparatory phase aims to: 

● Share a common understanding of the vision of the project, including the new 
economic paradigms that inspired the project itself. 

● Build a common understanding of the disruptive technologies identified by the 
CO3 consortium and start the appropriation process, especially on behalf of 
pilots 
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● Provide an exhaustive description of the destination contexts, including the 
nature of the territories, organizations and target interested, as well as existing 
services and previous experiences in digital innovation 

● Start creating the stakeholders’ platform to be involved in co-design and in the 
future pilot activities 
 

A specific Guide for preparatory meetings has been provided to support the 
organizations and facilitators (ANNEX A). The encounter is the leitmotiv that inform 
the activities of this phase and that in CO3 have been identified in the following two 
activities. 

 TECHNOLOGY FOCUS 
In-presence or remote meetings dedicated to introduce stakeholders to the core 
topics of the project. 

GUIDELINES MODALITIES 

● Unless the topics are technology or 
economic paradigms or other, 
theoretical background has to be 
complemented by examples, 
applications, ongoing projects. 

● The focus always includes the time 
for Questions and Answers 

● Focus both on benefit and barriers. 
Let the conversation touch 
difficulties.  

● It can be moderated or not (in this 
case assign a topic to speakers and 
let the group to proceed according 
to their flow) 

● Invite stakeholders to spread the 
invitation to people that directly 
and indirectly will be interested in 
the project.    
 

● Face to face meetings  
● Webinars 

 
● Presentations and demos 

encouraged 
● Videos and inspiring materials can 

be helpful  
● Questions and answers needed to 

stimulate the comprehension 
through the collective discussion, 
questions and answers 

● Prepare material to be distributed 
● Provide a contact point for possible 

further interactions 

 
The discussions will focus on three main topics: 

1. The description of the specific technologies identified by the project, 
focusing on their capabilities, opportunities and constraints (no technicalities) 
which will serve as an introduction to the discussion   
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2. The description of existing services, places, target audiences of the existing 
public services.  

3. The elicitation of stakeholders needs, desirer and barriers, needed to hook 
the future service scenarios to real conditions.  

4. The expected or envisaged services or models of interaction mediated by 
the disruptive technologies identified by the project. 

 
Figure 4 – Technology focus modalities (in presence and/or remote) 

Supporting materials: 

● Invitation  
● Agenda 
● Subscription module  

○ Slide-decks, videos, links suggested readings available both for the 
presentation / Webinar and as give-away material  

○ In case of webinar, the recording would useful 
● Participant list 
● Question list   

Some of these questions would be also spread out via social media, on a local 
base, in order to start the conversation with local partners (in support of the 
stakeholder’s engagement strategy. Some examples are provided in the ANNEX 
A. 

● Recording grid 
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KNOWLEDGE SHARE  
On-site visits to be held in relevant places 
of the public services, involving real users 
and stakeholders, with the aim to transfer 
a more direct knowledge of the context to 
designers, experts, technicians. 

 

 

 

 

GUIDELINES MODALITIES 

● Let the host introduce themselves 
● Organize visits to discover places 

when people live them. 
● Propose questions focusing on 

needs, as well as procedures, rules 
and open questions on future 
scenarios 

● The focus always includes the time 
for Questions and Answers 

● Visits to service premises 
● Groups interviews  
● Questionnaires can help to collect 

ideas or information that can 
emerge after the visits. 

 

Supporting materials: 

● Invitation  
● Agenda (if needed) 
● Question list for stakeholders   

Some of these questions would be also spread out via social media, on a local 
base, in order to start the conversation with local partners (in support of the 
stakeholder’s engagement strategy.  

● Recording grid, photos, service probes  

2.2. CO-DESIGN WORKSHOPS 
The scope of the co-design is to:  

● Address in a more specific way the dialogue between CO3 partners and local 
stakeholders in order to identify and describe the CO3 service scenarios and 
derive the use cases 

Figure 5 - The knowledge share meetings have to take 
place in the premises where services and people interact 
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● Analyse and understand the role of the local stakeholders, including the public 
administrations 

● Identify through participatory design techniques, the locations or the types of 
locations that in future can host the Augmented Commoning Areas (ACAs) 

● Design the flow and working mechanisms of the identified public services 
● Collect the requirements orienting the future platform integration. 

 

LOGISTICS 
The workshops will be held and organized by the cities partners of the project. They 
will identify and invite participants and will decide the venue. 

The workshop will be a full day session of about 8 hours with 3 breaks (middle 
morning, lunch and middle noon). The hour may be fixed according the context 
constraints.  

Ideally, 2 full-day workshops per city pilots would conduct, possibly in different areas 
of the cities. 

 

PARTICIPANTS 
The external stakeholders to engage will help to: 

● Know more about the future digital transformation of public services 
● Collaborate to define and co-design the future service scenario for their city. 

A group of 30-40 people will be divided into sub-groups of 6-8 people. 

The groups shall be predefined in order to save time during the workshops and to be 
sure to have a balanced mix of competences and perspectives in every group. Over 
the participants, each sub-groups will be followed by a moderator, also in charge to 
take notes and records the relevant information exchanged (data, opinions, barriers, 
decisions and alternatives, preferences, …). 

1 or 2 moderators will conduct the plenary phases in mother-tongue (if English will 
not be used). 

During the work in group, 1 recorder per group has to be identified. 

Domain experts from the project team will be in charge of: 

● Provide a brief introduction to the project technology 
● Reply to questions and support the groups during the design if technical issues 

will raise. 

In general, all people have to work in co-design groups (excluding facilitators). Sort of 
official or external observers shall be avoided. 
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Figure 6 - Workshop participants 

 

CODESIGN TOOLS for KNOWLEDGE ELICITATION AND IDEAS 
GENERATION 
The co-design workshop has to be intended as a semi-structured method of data 
collection. Specific tools enable to elicit and share information among participants as 
common base to ideate and refine solutions that reply to the project goal.   

 

KNOW YOUR PARTICIPANTS: before, during or at the end of the workshop, 
distribute a form to collect socio-demographic data. This survey shall be 
complemented by scales exploring technology habits and attitude. The form must 
have GDRP compliant.  

• Take some inspiration from an example of form to collect the Co-design 
workshop participants data and the Media Release form.  

 

STRUCTURE OF THE WORKSHOP: each phase of the day is an opportunity to collect 
information on needs, ideas, requirements, opportunities, places and resources to be 
included in the CO3 further activities.  

Practical tips: 

• Prepare the INTRODUCTION to provide to the participants a clear 
understanding of the workshop context and goal.   

• Prepare the CHALLENGE, that is the task on which they are invited to work.  
Help people to get it providing data, examples, contexts.   

o Take some inspiration from the CO3 early challenges 
o Take care to provide a paper copy of the challenge to each group. 

This will be the first stimulus on which they will start working.  
• Decide how to create SUBGROUPS or prepare them in advance, to facilitate 

people and operations. Recommended size is from 4 to 7 people. It is better 
to have many small groups that few large ones.  

https://docs.google.com/document/d/1cnwkjdgUPmJzx0vRHyvuLud7GCMz6-nMBfkC4wJfEfc/edit?usp=sharing
https://docs.google.com/document/d/1CCkPE6lBf9iPs34W-kkrNSBVgDUmvrGBJNBmoOhvItI/edit?usp=sharing
https://docs.google.com/presentation/d/1_Sd8KolTEZx2vLSxOrQHb825XYizA_SfszLSg08rOh8/edit?usp=sharing
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• Work in mother-tongue, to put people at easy in sharing their thoughts. To 
this purpose, the visual tools are ready to be translated. 

• Support discussion with visual materials:  
o During the plenary, use pictures and videos or clear presentations 

to highlights and convey the key-messages.  
o During the work in sub-groups, use the canvases, printed in large 

format (they are set to be printed from A2 and higher sizes). 

 

 
Figure 7 -Visual canvases used as a physical base to put information in common within the sub-groups 

MORNING SESSION 
The morning session includes a sequence of steps (Figure 8) is devoted to: 

- introduce the project (vision and technology) 
- commit the participants on the challenge (the expected result) 
- enable the analysis of the scenario (stakeholders, needs, places, their 

relationships) 
- formulate the early idea of service to be developed in the afternoon  

 
Figure 8 – co-design workshop morning activities 
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Every phase is supported by working templates customized for CO3 purposes that will 
drive the participants activities. Templates allow to collect data on needs, target, 
relationships, goals, features and requirements that participants will generate.  
This information will be completed by the recording of the interactions made by the 
moderators. 

  

ANALYSIS OF SCENARIO 

The subgroups are invited to explicit and share their knowledge about the context of 
the challenge. This phase is based on the Platform Design Kit (2016), adapted for CO3 
project. Three canvases provide a base for the sub-group discussion and data 
collection.  

• ECOSYSTEM CANVAS - Available in English, and editable to translated, to 
printed in A2 or higher and distribute 1 copy per sub-groups.  
The tool allows to specify some entities defined in the Platform Design 
Canvas (Peer Consumer – Peer Producers – Partners). For CO3 project only 
3 ACTORS profiles have been considered. In this step, it is important to invite 
place also public servants in the three actors’ categories.  

 

 
Figure 9 – Ecosystem canvas 

https://docs.google.com/presentation/d/14OHrS9u0kVqJQ-IWZXL-DaE5IXPJBCVPnTVq39CIiCw/edit?usp=sharing
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• ACTOR’S PORTRAIT - Available in English, and editable to translated, to 
printed in A3 and distribute 3 copies per sub-groups.  
The tool aims at driving participants to analyse needs, resources, barriers of 
main stakeholders identified in the previous phase of the analysis. One 
canvas per profile is required. If there is time, the whole subgroup can work 
on each in sequence. In alternative, the 3 profile can be analysed in parallel 
and then harmonized with others participants within the same group.  

 

 
Figure 10 – Actor’s portrait 

 

 

 

 

 

 

 

 

https://docs.google.com/presentation/d/1EEm5WUklgbP1R9ThMf6KsAOHXouWmFhXC0ZZFu-AVRo/edit?usp=sharing
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• EXCHANGE FLOW - Available in English, and editable to translated, to 
printed in A2 and distribute 1 copy per sub-groups.  
The tool aims at mapping the exchanges among the actors of the ecosystem. 
The goal is to identify the current exchanges and the possible future 
exchanges to be enabled by the service innovation to be designed.  

 

 
Figure 11- Exchange flow canvas 

 

 

 

 

 

 

 

 

 

 

https://docs.google.com/presentation/d/1o9BcmOmrb232kE9VAWstOzc2E-bsZ5UIxH-aAslw4GY/edit?usp=sharing
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• VALUE PROPOSITION TEMPLATE - Available in English and editable to 
translated, to printed in A3 and distribute 1 copy per sub-groups.  
This tool help participants to formulate the service concept they want to 
propose to solve the challenge. The value proposition will be used to share 
the concept with the plenary session and collect feedback, questions, 
comments, possible ideas for the specification.  

 

 
Figure 12 – Value proposition of the service 

AFTERNOON SESSION 
The afternoon session of the co-design workshop (Figure 13) is devoted to: 

- Model the service idea defining the flow of the experience from a 
subjective perspective (the end user experience path) 

- Share and discuss about strength and weak points of raised ideas 
 

https://docs.google.com/presentation/d/1N5be6diTCF5F2jBMLnZtqTj6veiLNYffWJKXLM_YNPY/edit?usp=sharing
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Figure 13 - co-design workshop noon activities 

 

SERVICE CO-DESIGN  

The activities of second part of the workshop are facilitated by dedicated working 
templates customized for CO3 purposes to drive the participants activities to convey 
the information shared in the morning and the concept expressed as value proposition 
in a service concept.  

• EXPERIENCE CANVAS - Available in English and editable to translated, to 
printed in A2 and distribute 1 copy per sub-groups.  
The tool allows to define the service concept from the perspective of the 
user and the experience steps that s/he would experience through the 
service (discovery, onboarding, main actions, feedback and return). The 
canvas leaves room to sketch rapid prototypes of the touchpoints (how 
people want to visualize features, information, augmented object, digital 
tokens…). The template allows participants to concretize the ideas and to 
researchers to collect them for further analysis. This information has to be 
completed by recording the interactions among participants. 

https://docs.google.com/presentation/d/1i8kQAKzCUuY23isEY86bh__lr8PLSi0rgw49qFDoEMA/edit?usp=sharing
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Figure 14 – Service experience canvas 

 

When the Service Experience map are completed, the sub-groups are invited to 
present their concept, using in particular the VALUE PROPOSITION CANVAS and 
EXPERIENCE CANVAS.  

Give time to people in remix in new groups to discuss solutions, provide feedback, 
observations, raise questions. This session has to be recorded carefully. Depending on 
the available time, it would be good to expose on the wall the projects and allow 
people to visually explore them and vote through paper dots.  

AFTER THE WORKSHOP 
It is recommended to collect photos and visual materials to feedback the participants. 
It is important to acknowledge the exchange and contribution of the participants and 
to keep alive their interest and the dialog on the project goal. A summary of the co-
design results helps to keep open and widen the discussion to population that did not 
participate but can provide feedback and hints on local service scenarios. 
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3. THE CO3 CARD DECK 
Cards are a design device widely adopted by academic, corporate and independent 
designers. Probably the most known, at a worldwide level, are the IDEO method cards1, 
but there is plenty of published deck. Regardless the abundance of card decks available 
to improve the design-orientation of the projects, we decided to co-create a CO3 card 
deck, to provide a support to introduce and handle the project topics, as a visual 
support for participants to be used during the co-design workshops and not only.  

CO3 card deck is a prototype, that has tried to collect basic definition from core 
concept with collaboration of all the project partners. Definition are not consolidated  
and a subset of cardshas been tested in co-design workshop in Athens and Turin.  

In general, cards are useful tools providing participants with a shared vocabulary 
relevant for the activity. It can be discussed, widen, changed. Cards “authorize” 
participants to use the concepts in an easy way and provide a simplified access to 
complex notions, that even properly introduced, are not easy to be contextualized in 
service scenario. 

The prototype of the CO3 Card deck includes: 

- Instructions to print the cards 
- 5 categories of cards (Figure 15) 
- Some empty cards to be created by participants 
-  

 
Figure 15 – CO3 card categories  

 
1 https://www.ideo.com/post/method-cards  

https://drive.google.com/open?id=1pUno_o4MyuCzoJAWHKv0fSLQhj4Ap176
https://www.ideo.com/post/method-cards


CO3 co-design toolkit 

4. REFERENCES 
Cicero, S. The power of platforms: Part of the “Business ecosystems come of age” 
report. (2016). University Press. 

Co-Cities Open Book. Transitioning from the Urban Commons to the City as a 
Commons, 2016. Retrieved from: www.commoning.city (April, 2019) 

Gnaiger & Schroffenegger, Scenario Workshop Toolkit, 2008. 

IDEO (2015). The Field Guide to Human-Centered Design. ISBN: 978-0-9914063-1-9. 

IDEO (2016). Designing for public services: a practical guide by Nesta & IDEO. 
Retrieved from: http://designforeurope.eu/news-opinion/designing-public-services-
practical-guide-nesta-ideo (April, 2019) 

Meroni, A. Fassi, D. Simeone, G.  Design for social innovation as a form of designing 
activism. An action format. Social Frontiers: The next edge of social innovation research 
conference proceedings, 2011.  

Polaine, A., Løvlie, L. and Reason, R. (2013). Service Design. From Insight to 
Implementation. New York:  Rosenfeld Media. 

Ramaswamy & Ozcan. The Co-creation paradigm. Stanford University Press, 2014. 

Sanders, E.B.-N. Brandt, E., Binder, T. (2008) A Framework for Organizing the Tools and 
Techniques of Participatory Design. PDC '10 Proceedings of the 11th Biennial 
Participatory Design Conference, pp. 195-198.  

System Thinking for Design. Retrieved from: http://www.systemthinking.it (May, 2018) 

  

http://www.commoning.city/
http://designforeurope.eu/news-opinion/designing-public-services-practical-guide-nesta-ideo
http://designforeurope.eu/news-opinion/designing-public-services-practical-guide-nesta-ideo
http://www.systemthinking.it/


CO3 co-design toolkit 

5. ANNEX A – Meetings and Workshops Facilitators’ 
guide 

AIMS and TOPICS  
 

The aim of the meetings and workshops with stakeholders is to explore the 
end-users’ point of view and possible solutions on how the disruptive 
technology can enable future public services towards the co-creation, co-
production and co-management. 

 
These meetings aim also at: 

• Start the conversation and engage in the loop the stakeholders 
• Collect data and a situated knowledge of the field of application of the disruptive technologies 
• Generate ideas and concepts that entails the needs and desires of potential users 
• Negotiate and discuss the ideas, not as final solutions to be implement, but as starting point 

to collect the components that the final solution will integrate.  
 

Why it is useful to meet and work with stakeholders? 
• To stimulate the dialogue to generate rich information, insights and knowledge/experiences 

sharing under the stakeholder’s perspective. In a group interview, this aspect is enhanced by 
the exchange among different people that can discuss and negotiate more than in an 
individual interview.  

• To provide information directly from individuals who are invested in the issue or hold expert 
knowledge about a topic of which little is known among researchers.  

• To provide information from people who can provide insights about actual conditions and 
situations. 

• To provide a representation of diverse opinions and ideas. 
• If conducted in groups, they provide a relatively low cost and efficient way to generate a great 

deal of qualitative information. 
 

Limitations and pitfalls 
• Meeting and design workshop can be considered as semi-structured data collection 

techniques. As the focus groups, brainstorming, interviews, they provide qualitative 
information. The data collected are provide relevant comprehension but are not adapted for 
drawing inferences about larger populations but about specific situations. 

• Although group interaction is generally seen as an advantage, there is always the possibility 
that the group setting may inhibit the interaction - especially for/by certain individuals.  

 
Target  

• Individual or group discussions have to involve heterogeneous types of stakeholders, such as 
Public Administrations (policy makers, officers and public servants, …), Associations, 
technicians, NGO and communities of citizens, including also private players.   

 
Engagement / Recruitment Procedure 
General inclusion criteria:  

• 18 years or older 
• Consent to voluntarily participate  
• Experience with public services and active citizenship  

Please make sure to recruit participants according to the service scenarios you are exploring.  
Select the communication channel most suitable for the specific target to be addressed.  
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The communication to all potential participants shall include: 

• Objective of the project and why they are invited 
• Type of activity and what they are asked to do   
• Request to participate and why they should do (engagement driver) 
• Information about the organization (who we are) 
• Appointment: where, when, contact information 

 

NUMEROSITY   
Each organization should conduct at least 3 iterations to engage the stakeholders into the project 
conversations, introduce technologies, know better the field of application.  
Each pilot will identify the persons to be invited, according to the expertise and role in the public 
service area of interest.   

• Individual interviews are especially useful to engage policy makers, enrolling them into the 
project vision and get long-term visions on service scenarios and expected impacts.  

• Groups interviews/meetings allow to maximize the possibility to collect the knowledge and 
get to a shared view of the project vision from a higher number of people and perspectives at 
time. Deciding to conduct group sessions, at this stage, the suggestion is to create 
homogeneous groups, collecting people from the same organization or department. The 
group size is one of the critical factors to the success of the discussion. The minimum number 
suggested is 6 people; over 12-15 people the discussion risk to be not very inclusive. There is 
no requirement for single gender groups, single organisation groups, and equal number of 
male and females in each group is not required either. The focus groups should be composed 
on the basis of the relevance for the service scenarios to be focused.  It is important that each 
member of the same group has experienced at least the same type services to facilitate the 
group discussion. 

 

VENUE 
Both for hosting a group discussion/focus group or an individual interview, take care to have an 
adequate room. It should be warm and friendly but not distract or disturbed by others. In case of a 
group discussion, the seating should be arranged comfortably so that everyone can see everyone else 
without having to turn around. Please provide some refreshments for the participants. 

 

FACILITATING THE MEETINGS  
It is recommended that the interviewer / moderator of the discussion is part of the consortium team, 
so that they are familiar with the relevant concepts.  
 
Roles and responsibilities: 

• Keep the interviewee/s focused, engaged, attentive and interested 
• Monitor time and use limited time limited time effectively 
• Use prompts and probes to stimulate discussion 
• Limit side conversations/topics 
• Be prepared to explain or restate questions 
• Diffuse and pre-empt arguments 

The interviewer shall be always accompanied by a second person, in charge of take notes of the 
meeting. 
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In the following we have outlined the core phases to facilitate a focused discussion able to explore, 
probe, and ask questions on the CO3 future service scenarios enabled by the selected disruptive 
technology. They have been adapted in order to fit both with groups and individual meetings.  
 
Introduction 
During the introduction the interviewer will generally  

• Introduce himself and the person that will record the session. 
• Give a brief summary of the goal and topics of the meeting. The purpose of meeting should 

be stated clearly and simply to the interviewees who should be given an opportunity to ask 
questions. 

• Describe the process/sequence and let the participants know about the time scheduled. 
• If any, alert participants of recording devices. Assure the participants that everything they say 

will be treated confidently and when findings are presented, any comments cannot be 
allocated to them. It should also be stressed that there are no right and no wrong answers 
that all comments are welcome and will remain confidential. Ensure them that their identities 
will not be revealed in any publications/reports (verbal consent). 

 
Use the Project Vision to introduce the project. The file can also be sent to 
participant/s before or after the meeting. 

 

Warm up 
The warm-up phase usually involves  

• The introduction of the participant/s, even though they are colleague or acquaintances   
• Initiate the meeting providing an overall description of the project, context ant goals. This will 

allow the interviewed/s to focus on the topics of interest (existing services, technologies, 
innovation needs, …). Stimulate questions. This phase helps to set the stage recall relevant 
experiences on related or similar field.   
 

Key content sections 
The discussion becomes more specific and moves into obtaining participant/s' opinion and feedback 
on the topics of interest. Encourage the participants to speak while using open questions and listen 
attentively. The language should reflect that of the participants. 
 

Both for individual and group meetings, it is recommended to prepare a script 
to not forget relevant points. The script includes:  

• the objective and the information to be given 
• the topics to be discussed  
• relevant questions (to be used to introduce topics, analyse specific 

aspects) 
• data and visual stimuli are useful to focus the attention on the topic 

 
• Respect the pace of the discussion given by the persons: the interview has to focus the 

identified topics; if the person/group introduces an argument that is at the end of the topic 
list of the interviewer, do not interrupt and follow their path. The order of the topics is not 
fixed, only the focused matters.  

• Allow short breaks and pauses whenever they are needed.   
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Summary and Closing 
It is essential to end every discussion properly with a closure phase. You should  

• Summarize important statements and ensure that there are no misunderstandings.  
• Offer the possibility to add statements on the topic and additional information that may have 

been omitted or forgotten.  
• Thank the participant/s for their participation and effort. Give some additional explanation 

regarding with what will happen with the results.  
• Do not turn off the tape recorder - keep the tape going. Close the discussion and let people 

leave. The last few minutes are always important. Sometimes the comments made after the 
focus group discussion situation are the most valuable ones the participants have made all 
day. 

 

Example of Questions 
• Considering the context/service, which information are not explicitly provided or ease to 

access? 
• Is there any tacit knowledge that can be conveyed to people? 
• Which information available but little used could be enhanced through the project outputs? 
• Thinking to the services you are providing/using, which ones would be decentralized to reach 

a wider audience? 
• Are there any self-organized processes that could profitably enhanced (in participation or 

efficacy or efficiency…) by digital technology?  
• What interactions could be facilitated?  

• Among citizens, with associations, with PA? Other actors? 
• Which places you imagine would especially adapt to host a pilot of co-creation and co-

management of public services? 
• Imaging to be able to acknowledge and incentivize people engagement and participation in 

public services, which types of rewards would be given? (excluded monetary reward) 
• Tangible (objects) 
• Intangible (e.g. reputation level or points, virtual objects), access to other services, … 

• Are there decision-making processes that could benefit of information and input coming from 
citizens? 

• Are there any decision-making processes that could be made more inclusive and provide for 
a participation summit for the final recipients? 
 

DATA COLLECTION 
Every step is a relevant source of information to be systematically collected, to enable further analysis 
and comprehension. Privacy has to be guaranteed, according to the GDPR.  
Data to be collected concern:  
 
Conducted Meetings / Workshops 

• Number, places 
• Type (T: Technology Focus; P: Pilot Visit; I: Face to Face Interview; C: Internal meeting 

(within consortium partners); D: Co-Design Workshop; other/personalize)     
Participants 
Data on involved organizations and participants have to be gathered on a minimum level to monitor 
the range of profiles included in this phase and to be able to describe them.  
At this stage, a participant’s signature sheet is enough to map the sample.  

• Number of participants 
• Profile (e.g. PA, ONG, citizens…) 
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• Interest in participate to future sessions/activities 
 

Be sure to collect the email of participant/s, in order to be able to stay in 
contact and keep them in the loop. They can also be included in the project 
mailing list to send them the periodic newsletters of the project.  

 
Interview/Discussion 
It is needed to identify a recorder who takes notes of the most important key points of the discussion, 
record the information people share, relevant references and closely observes the situation (e.g. 
individuals’ reactions and when in groups: negotiation dynamics, group responses). This is mandatory 
in case that the session not audio/video-recorded. Additionally, these notes serve as a “back-up” in 
case something happens with the recording equipment. 
During the on-site visit, ask to take photos to document the real context.  
 
Audio/Video Recording 
If you are going to record the session, check its working before the meeting. Make sure that you are 
familiar with it. The recording should not be emphasised. Become familiar and confident in using the 
recorder. Avoid checking it during the discussion. The records should be used to transcribe the 
discussion verbatim. It is also possible to videotape the discussion, if participant/s give their consent. 
 
Debrief 
The minutes and data collected after each meeting/interview should be transcript  
(if recorded) and completed with the moderator’s notes (considering also the recorder’s notes).  
In this phase it is important to highlight the priorities, needs, constraints, expectations, pragmatic 
hints. Common items, phrases or themes should be highlighted together with any relevant comments.  
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6. ANNEX B – CO3 Card deck (early version) 
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