
Hi, I’m Tim.
I’m a service designer 
working inside 
city government.
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Official Citywide Organization Chart: https://www1.nyc.gov/office-of-the-mayor/org-chart.page
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NYC Agencies - DOE, DOT, ACS, DSS, DHS

The People!



Rigorously tested and 
evaluated for effectiveness 
and impactPrototyped and tested 

for usability

Accessible to all

Equitably distributedCreated with the people 
who use and deliver them

We believe government 
services should be

PRINCIPLES OF SERVICE DESIGN



8.5mil 
Residents

300,000+ 
Public Servants

70+ 
NYC Agencies

Service 
Design 
Studio
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Civic Service Design is the practice of understanding the real, 
lived experiences of those who use and deliver services in 
order to improve government programs. at any stage 
of their development process.

Solutions are rooted in insights about the holistic 
experiences of those affected by public services.
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Traditional Program Development

...? ...
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Civic Service Design is the practice of 
understanding the real, lived experiences of 
those who use and deliver services in order 
to improve government programs. at any 
stage of their development process.

Solutions are rooted in insights about the 
holistic experiences of those affected by 
public services.
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Diagram borrowed from: 
“Service Design for Public Policy” 
by  Angelica Quicksey

Civic Service Design 
considers people, 
processes, 
communications and 
technology across the 
service delivery 
experience.

https://medium.com/@angelquicksey?source=post_header_lockup


nyc.gov/servicedesign | @NYCOpportunity  |  #civicservicedesign

What “services” are we 
talking about???
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Trash Pick-up
Food & Cash Assistance
Road Infrastructure
Homelessness Services
Job Readiness Programs
Law Enforcement
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Our mission is to make 
public services more 
effective and accessible for 
all New Yorkers. 





Doing the 
Work

Building
Capacity

Supporting our digital products:
ACCESS NYC, Growing Up NYC, 
Generation NYC, 
Integrated Workforce Platform

Agency Partnerships

Tools + Tactics 

Office Hours 

Internal & External Events 

Workshops + Trainings

Design Master Contract



Civic Service Design Tools + Tactics



Office Hours



Office Hours

Office Hours

119
NYC Agencies

(35 unique agencies)

25%
Employees

276
Other Govt’s

19
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Alaska, Arizona, 
California, Canada, 
Colorado, Illinois, 
Massachusetts, 
Mexico, Michigan, 
Minnesota, 
New York, Palau, 
Pennsylvania, Rhode 
Island, S. Korea, 
Taiwan, Texas, United 
Kingdom, Virginia, 
Washington DC 



Office Hours: NYC Design Champions



Testing a program, service, or design 
concept

Creating enhancements that scale 
existing programs and services

Streamlining department processes 
and facilitating new ways of working

Planning communications campaigns 
for behavioral change

Building toolkits and guides that are 
useful to people

Building new digital products

Expanding capabilities and use cases 
for existing digital products

Co-designing trainings and workshops

Office Hours: Common themes
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Tools + Tactics in Action



nyc.gov/servicedesign | @NYCOpportunity  |  #civicservicedesign



nyc.gov/servicedesign | @NYCOpportunity  |  #civicservicedesign



nyc.gov/servicedesign | @NYCOpportunity  |  #civicservicedesign







Doing the 
Work

Building
Capacity
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HMW partner with city agencies and offices to build their 
internal design capacity while delivering large-scale 
service design projects?





Pathways to Prevention
w. the Administration for Children’s Services (ACS)



Children entered foster care 
last year

3,647
Investigations are indicated

36-42%

Child Welfare 101

Investigations per year – 
including over 80,000 

children

59,823 



Call 
made

Investigation My family?
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Children served annually

44,000
Programs

200

Prevention Services

Contracted Service 
Providers

54



9K

1994
50K

Today

The Florida Project

NYC Children in Foster Care



Call 
made

Investigation My family? Prevention
Referral

Service 
Delivery
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How might we engage families and service 
providers to develop and implement an 
accessible, dignified service matching and 
delivery experience? 

Community
Engagement

Prevention 
Service 
Matching

Prevention 
Service 
Delivery



Doing the 
Work

Building
Capacity

Identify and prototype 
opportunities for family voice 
and choice within service 
matching and service delivery 
for Prevention Services.

Build a sustainable program 
to consistently integrate 
family voice into the design 
and delivery of programs and 
policy at ACS.
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30 ACS Staff and Investigators
24 Prevention Provider Staff
27 Parents and Teens
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Tension 
Board!





APR MAY JUN JUL AUG SEP OCT NOV DEC JAN FEB MAR

Talk to People Connect the Dots Try Things OutSet the Stage

MAR
2018 2019

APR



Where are 
we going?



Doing the 
Work

Building
Capacity

Prototyping enhancements for 
Family Voice + Choice at ACS

Kicking off a new Designing for 
Opportunity project

Supporting NYC Opportunity 
digital products

Empowering more public 
servants to use design methods 
in their work through Office 
Hours and Tools + Tactics in 
Action

Producing Tools + Tactics 2.0
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We need you.



buildwithnyc.github.io
APPRENTICESHIPS + FELLOWSHIPS



STAY UPDATED

nyc.gov/servicedesign
design@nycopportunity.nyc.gov
@nycopportunity
@timbo_nyc


