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Social Impact Program Lead @ Capital One 





Today’s Agenda 
 1. A little about me  
 2. Some thoughts about being a service designer  
 3. Service Design  

- in a nonprofit  
- in government policy change  
- in a corporation 

4.  Social Impact and Design : Future Focus 



A little about me 
and what I do 



Psychology + Geography + Architecture 
focused on community, cultural, physical & digital experiences
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Psychology + Geography + Architecture 
Focused on community, cultural, physical & digital experiences

Various Sectors  
Local and state gov agencies, community organizations, 
foundations, non-profits and corporations

Many Different Hats 
Co-founder, designer, researcher, partnership maker, teacher, 
facilitator, author, and even community scrabble score keeper 
 

Builder & Dot Connector 
Building things from the ground up and connecting resources to 
make an impact   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Being a Social Impact Service Designer, 
what does that mean? 



Many disciplines focus on creating 
experiences, but use different language 

Service Design : Customers 
Nonprofit : Stakeholders 
City Development : Public Participants  
CSR : Internal and External Partners 
 

Service Design : Blueprint 
Nonprofit : Strategic Development 
City Development : Context Diagram  
CSR : Program Development 
 



Seattle based Education non profit focused on 
providing curriculum on Global Issues and 
Sustainability to K-12th grade teachers

Service Design inside 
a non profit 



HOW DO WE SCALE OUR 
SERVICES FOR TEACHERS TO A 
GLOBAL REACH? 



1. Developed a set of teacher and student 
personas before developing new curriculum 
modules 

2. Created a teacher council that would review, 
test with students, and provide feedback 

3. Board members participated in vision workshop 
sessions to inform business strategy and 
scaling direction 

4. Developed a quarterly roadmap that kept all 
staff on the same page, helped to direct 
fundraising efforts and quarterly targets 

HOW WE APPLIED 
SERVICE DESIGN 



WHAT DID SUCCESS LOOK LIKE?
MEASURING IMPACT 
1. Scaled to a classroom in every country in a 

year and a half 

2. Increased Board Member activity by 50%  

3. The nonprofit was incorporated into the 
university system, which was the 10 year goal 



Project #1 
 Human Centered Alleys : Public Campaign & Policy Change 

Service Design to 
change Public Policy 

Project #2
 Safer Inside: A Community Demonstration 



Clients & Collaborators
City of Seattle, Gehl Archietcts, Framework, & International Sustainability Institute 

Human Centered 
Alleys 

Project #1 



ALLEYS TOTAL  
217,500 SQ.FT  
OF CITY SPACE 
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EXISTING CITY SERVICE 

THE DAY IN THE LIFE OF AN ALLEY

NEW SERVICE OPPORTUNITIES

“We need to use the alleys 
during cenrtain times of  the 
day to maintain our city 
functions”
           - city planner 

“It is important that the alleys are 
clear so I can do my job in an 
efficient way”
       - waste management worker 

“I own a business on this alley and would 
love to be able to open the back of  the 
buidling facing the alley tomake more 
seating space.”
         - local business owner

“I would love to see the community be 
able to use this space for events and 
neighborhood gatherings. They are 
basically our backyards”
        - local resident

“I walk through the alleys every day 
to work and would love if  there was a 
coffee shop in one. It would be a fun 
part of  my morning.” 
                  - downtown worker 

“I think it would be 
fun to do my wedding 
pictures in my alley! 
         - local resident

HOW WE APPLIED 
SERVICE DESIGN 
1. Landscape assessment of alley services & 

city policies  

2. Field observations, physical inventory, & 
stakeholder interviews of local city leaders 
and international experts  

3. Community workshops in the alley  

4. Alley journey map showing existing uses 
and opportunities  

5. Prototype & evaluation of two new 
concepts



HOW CAN WE PROVIDE A 
PROGRAM THAT CREATES 
INCLUSIVE COMMUNITY 
OWNERSHIP?

Public Prototyping 









WHAT DID SUCCESS LOOK LIKE?
MEASURING IMPACT 
1. Aiding in development of a non-profit 

organization, Alley Network project, 
focused on increasing programming and 
funding for human-centered alley projects 

2. New city policies, including a new system 
for trash pickup, new permitting process, 
and alley naming program 

3. New small businesses opening up in the 
alley spaces, providing economic growth 
opportunities for the neighborhood 

4. An international network of city leaders 
focused on improving alleys across their 
city and sharing best practices



Clients & Collaborators
City of San Francisco & Glide Foundation 

Safer Inside : A Community 
Demonstration

Project #2 



130 lives are lost daily nationwide 
Cost of $78 billion a year  
~23,000 people injecting in SF  



HOW MIGHT WE CREATE A SAFE, 
INCLUSIVE, NONJUDGEMENTAL 
LINK TO RESOURCES FOR PEOPLE 
WHO INJECT DRUGS?



HOW WE APPLIED 
SERVICE DESIGN 
1. Vancouver site visit / research study  

2. Community partner vision workshops 
resulting in journey maps, vision boards, 
stakeholder decision matrix  

3. Story gathering with “people who inject 
drugs”  

4. Mayor’s office meetings to walk through 
prototype experience  

5. Workshops on comms strategy  

6. Physical prototype in Glide Foundation  

7. Quant and qual research with participants  



 
Building Trust and Embracing Others 











 
Sharing Ownership
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ANATOMY OF A HARM REDUCTION KIT

Syringes come in a variety of sizes 
and configurations. Because there 
are so many options, they are chosen  
separately according to individual 
preference and not packed with the 
standard Harm Reduction Kit.

Distilled Water is used to mix with a 
drug to create an injectable solution. 
These sealed packs are completely 
sterile until opened.

Saline Solution is an alternative to 
distilled water. While gentler on soft 
tissues, it degrades some drugs, and 
is therefore not always preferred.

Alcohol Wipes are used to disinfect 
the injection site, which lessens the 
chance of bacterial infection.

Cookers hold water and powdered 
drugs, which are heated to create a 
fully dissolved, injectable solution.

Twist Ties wrap around the cooker, 
forming a handle to prevent burns.

Non-latex Tourniquet for people with 
latex allergies.

Li!le Co!ons are placed over the 
tip of the needle as the solution is 
drawn up into the syringe. They filter 
out small impurities which can cause 
soft tissue damage.

Tourniquets are tied around the arm 
or leg and make injections easier by 
temporarily increasing blood pressure 
to veins in the area. Depending on 
the injection site, it may not be 
possible to use a tourniquet.

Co!on Balls are pressed on the 
injection site to reduce bruising  
and help lessen the chance of soft 
tissue damage.



WHAT DID SUCCESS LOOK LIKE?
MEASURING IMPACT 
1. Research results from week-long prototype: 

• 558 individuals attended tour
• 122 “companies”: 59 community organizations, 20 

government departments, and 43 business and 
educational institutions

• 67 tours in four days with an average of 8.32 
persons/tour and 139.5 persons/day

• Over 30 media outlets
• 106 Feedback cards written and 24 intercept 

interviews 

2. The project is used as an example across the nation on 
the how SIS’s can be incorporated into existing service 
models 

3. A bill is on currently ballot on SF to have legal trials of 
SIS’s inside of existing health focused foundations 



Overview 
Building a design pro bono program 

Service Design in Corporate 
Social Responsibility 

Project #1
KIVA.org : Microlending for Social Entrepreneurs 



Bringing together design associates and nonprofit organizations to create 
meaningful outcomes and connections with each other, our partners, and 
communities. 
 

Design Pro Bono 
Program 

Capital One 







KIVA’s social enterprise site, CrowdVet.org is an initiative started by Kiva’s 
Strategic Partnership division to engage non-borrowers with social 
entrepreneurs by leveraging crowdvetting microloans.  
 

Lending a Loan : 
Crowdvetting for Microloans 

kiva.org 

https://www.crowdvet.org/about-about
http://kiva.org


HOW MIGHT WE REMOVE 
FRICTION IN THE PROCESS OF 
PROVIDING MICRO-LOANS 
THROUGH CROWDSOURCING 



HOW WE APPLIED 
SERVICE DESIGN 
1. Conducted a series of co-design workshops 

resulting in specific artifacts;  

• audit of the original site
• research on customer needs and desires
• a working prototype showcasing the 

team’s design
• a comparison metrics guide for testing 

and validation
• an engagement roadmap for scalability







WHAT DID SUCCESS LOOK LIKE?
MEASURING IMPACT 
1. A new roadmap for the online crowd 

vetting website with immediately 
implementable updates and changes to the 
existing site  

2. A future vision that informed strategy,  
resulting in a $100,000 grant from 
BlackRock 

3. A pro bono investment of over $90,000 
dollars of direct organizational impact 

4. Utilized today to make quick loans to small 
businesses / social entrepreneurs  



Where I’m Focusing Now  
1. More mature practice of measuring the work, across all the sectors taking into 

account extended impacts (project / program / discipline)  

2. A glossary of terms used in social impact work that correlate to service design  

3. Seamless connection between social good work and business development 
inside companies, starting with our design process with clear success metrics 
that include social impact  

4. Increased cross over between non-profits, public agencies, and companies when 
it comes to full product / service development 

 

Social Impact & Service Design 



      and let’s connect

jmkempson@gmail.com   
or reach out via LinkedIn

THANK YOU!


