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A service design research 
project that aims to tackle 
a complex socio-economic 
project of fuel poverty and its 
implications on the residents 
of Newham Borough of 
London. 

This project studies in 
detail the lives of people 
who are affected by the 
social evil while it also 
understands the cultural, 
economic, technological or 
infrastructural and policy 
defined hindrances that 
disconnect the affected 
populations from available 
reforms. It studies the built 
environment in around 

which the people reside and 
conduct their day to day 
activities. It explores various 
aspects of their lives that are 
culturally embedded in their 
lives and aims to materialise 
them as elements or agents 
of change. 

As a research project, it 
also studies the application 
and importance various 
tools from appropriate 
methodologies to aid the 
service design or process 
innovation toolkit when 
it is applied in the context 
of designing for complex 
socio-economic problems 
that extend their grasp or are 

inflicted due to other issues 
like climate, health and well 
being, food, housing and 
sustainability. 

This project is also an 
attempt to apply speculative 
design tools to generate 
productive input from users 
in a co-design environment 
as it uses storytelling to 
situate the coming together 
of product and process 
innovation to design systems 
of change.
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Growing up, I have made sure that 
I closely collect assets from my 
academic journey to mature them 
into an arsenal of skillsets that learn 
from each other. For this I extend 
my gratitude towards my mentors in 
various fields who have facilitated 
me to understand and navigate 
through these skills and make 
them my own. I graduated school 
in finance and economics followed 
by a bachelors in Sociology and 
Industrial Design in India’s financial 
capital- Mumbai. Here I developed 
a strong skill of storytelling 
from a passion project of journal 
writing & photography covering 
the contrasting lives of people and 
their co-existence in a metropolis. 
Moving to London for masters in 
Service Design (MASD), I have 
been able to apply my previously 
attained skills in a manner I never 

About me 

W
hy

 w
ar

m
er

 h
om

es
?

In
te

nt My intent was to question the role of process innovation or service design 
in tackling extremely complex problems in the social sphere. The aim was 
to employ my past training in sociological research; product and economic 
innovation; and the assess the extent to which service design can incorporate 
community; politics; economics and Stem (science, technology, engineering 
and mathematics) to improve people’s lives. I also intended to explore the role 
of partnerships or collaboration to enable design delivery based on ARUP’s 
latest advice on Climate Emergency for local authorities and their strategy 
building teams (ARUP, 2022).

A problem discovered in January 
2022 as part of our Collaborative 
Unit at MASD where the cohort was 
addressing the borough council’s 
brief around participatory design for 
poverty driven issues in Newham. 
Conducting primary research on the 
topic, I came across the domain of 
fuel poverty which is increasingly 
impacting the lives of citizens in the 
borough (Parallel, 2022). Moreover, 
it is becoming a menace for people 
who cannot do much about it as 
their difficulties are a major if not 
complete misfit with London’s 
ambitious Net zero plans for 2030 
(Extinction Rebellion, 2022).

This domain is even closer to me 
now as I can empathise at a personal 
level with the populations that have 
migrated from South Asia and are not 
very well equipped to face the cold 
winters in England (Parallel, 2022). 
Considering the current political 
situation and their vulnerable status, 
it becomes a matter of deeper 
concern as they cannot afford to pay 
for the highest ever heating bill caps 
and cost of living crisis in the UK 
(The Guardian, 2022).

thought I would. Getting exposed to 
social briefs and working in teams 
with local borough councils and 
various organisations, I was able to 
quickly unwrap my skills to build 
a new toolkit that is informed by 
economic, financial, social, product 
and process-based innovation to 
construct a systemic overview of 
problems in a post pandemic normal 
(Mainoli and Mario Cucinella 
Architects, 2020).

Figure 1: My take on Service design after MASD22 Figure 2: Understanding Participatory Action in UK during Collaborative Unit

MA Service Design | Warmth for the Urban Livid



Introduction and Methodology

The methodology for this project is 
a bi-product of the understanding 
built around a question- What is 
the role of service design in social 
innovation? Service design has been 
deployed as a key methodology 
over recent years to revisit the ways 
in which social issues are tackled 
by policy and innovation. (Vaz 
and Prendeville, 2019) Application 
of the discipline has successfully 
tackled the need to effectively 
reduce time and resource spent on 
development and implementation 
of public innovation in the form of 
policy and products. (EY, 2017, p. 
8). It ethically constructs a ‘human 
centred’ approach that celebrates 
relationships between stakeholders 
of the identified problem as it 
narrates the reliance on ‘novel 
processes and practices’ required to 
address complex social issues. (Vaz 
and Prendeville, 2019) (Brookfield 
Institute, 2018, p. 6) 

The identified problem is set in a 
socio-economic space establishing 
the fact that it requires to be informed 
by strategies from economics of 
innovation and thinking in systems 
for social innovation. (Schilling, 
2016) (David Peter Stroh, 2015). 
Utilising the constructive aspects 
of the approaches, the process 
has learnt from discourses that 
influence adaptive and definitive 
design thinking for enabling social 
change. This project explores the 
need to innovate policy through 
partnerships to tackle the problem 
as it learns from the process of 
service design doing and drifts 
into the need for zooming into 
product innovation as the driving 
factor of innovating the process. 
(Stickdorn, 2018) Moreover, the 
project has evolved to question the 
extent to which agents of design 
delivery are utilised and produces 

solutions delivered to address the 
problem. Closely studying the 
problem area for over 10 months 
allowed accessing relevant jargon 
among the identified stakeholders to 
accurately adjust conversations and 
tools for co-design in this domain. 
The energy centred topic is a 
sensitive conversation considering 
the current situation of energy bills 
and political insatiability in the 
UK related to budgeting reforms. 
(The Guardian, 2022) This paper 
itself has been edited thrice owing 
to the change of representation 
in the parliament as it closely 
affects the standing of introduced 
policies and their numeric impact 
on the socio-economic issues. 
Based on subjective application 
of advisory reforms and policy-
based solutions over the past few 
years, the government and involved 
authorities have adopted an 
approach which is inclined towards 
generating cashflow and interest 
of investors towards the green 
energy sector to develop systemic- 
technological and infrastructural 
solutions that solve the problem of 
warmer homes for the vulnerable 
before anyone. (GOV.UK, 2022) 
While this approach is affirmative of 
change, its application is projected 
in the future as it also caters to 
address the Net Zero plans for 2030 
which is 8 years from today. This 
very statement presents a simple 
question- What happens to the 
vulnerable in these times of highest 
ever cost of living for this span 
of 8 years? This project attempts 
to tackle this time span identified 
and addressed as the ‘meanwhile’ 
throughout the report. It aims to 
utilise various human typologies 
and aspects of a new urban living 
model for the identified user group 
to selectively design products that 
enable a larger system or the process 

an evaluative need to categorically 
select and partner agents like policy, 
technology, economics, community 
and history among others. (Mainoli 
and Mario Cucinella Architects, 
2020) Studying these agents in 
tandem, and learning from the 
restrictive nature of policy, this 
project materialises the importance 
of collaboration across the expansive 
service design methodology in the 
form of a suffix “co-” for every 
stage as it points out the need to 
tackle social problems through ‘co-
design’ tools in the process. (David 
Peter Stroh, 2015).

Trusting the process and toolkit of 
co-design, this project has evaluated 
and evolved through challenges 
like design justice and consultation 
fatigue that the discipline is faced 
with. (Alvarez Caselli and Batlle 
Lathrop, 2022) As the process of 
co-design relies on participatory 
or engagement-based tools for 
discovery, development and 
feedback, (Stickdorn, 2018) these 
challenges appear to be magnified 
thus, highlighting the need to 
rely on case studies of previous 

of delivering warm homes. 

The latter, clearly narrates the course 
and needs of the project which 
defines the undertaken methodology. 
Represented metaphorically as 
an ‘Odyssey of Discourses,’ the 
timeline of this project is governed 
by Service Design’s Double 
Diamond approach, however the 
nature of project required rapid 
changes of course over the four 
stages of discovery, definition, 
development and delivery. 
(Stickdorn, 2018) Discovery was 
the longest stage of project as it 
went back and forth laying down 
a strong foundation for the rest of 
the stages. It started with secondary 
research using questions around the 
topic that helped in mapping out 
facts to validate in the second half 
of the stage. This divergent research 
presented a means for discussion for 
the first round of primary research 
that struggled to draw divergence 
owing to dead-ends faced with 
the first round of extracting 
primary information. However, 
re-constructing the approach with 
co-design tools enabled a quick 
understanding of the scenario that 
validated the identified problems. 

This covered two directions detailed 
out in the report: 

1. Study of the Urban Space- 
through visits and mapping the area

2. Study of the Sociology through 
typologies- through conversations 
and activities

Figure 3: Design roles in Public Services: (Thorpe 2014).
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Introduction and Methodology

Insights were drawn through this 
human centred design approach 
informing the ‘definition’ stage 
which represents the construction of 
system loops based on the give and 
take or enabler disabler relationship 
between various stakeholders 
and tools. (Meadows, 2008) The 
progression of the project in the 
‘development’ stage benefited from 
a ‘research through design’ approach 
which coherently instructs to employ 
design as a provocative tool to start 
conversations and trigger responses 
that help in diverging to understand 
dynamics (Dunne and Raby, 2013) 
(Frayling, 1993) and converging to 
selectively develop using them as 
basis. Using tools from speculative 
design toolkits simplified the use 
of heuristic ideation technique 
(Liedtka, Andrew Courtland King 
and Bennett, 2013) to enable 
constructive conversations relying 
on a designer as collaborator and 
trigger. (Thorpe, 2014) These two 

approaches were selected carefully 
depending on the demands of the 
direction. 

The delivery stage comprises of 
service blueprints that have been 
tested with users and professionals 
to compare and identify how each 
direction overlaps with one another 
in order to co-exist and drive 
change. This collaborative and 
indulgent user centred approach is 
detailed out in the timeline here.

‘The Odessey of discourses’
Figure 4: Project Timeline January to November 2022
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h The first stage of discovery started earlier in the year as part of secondary 

research conducted for a project based in Newham Borough of London where 
the problem was discovered. The main tool used in that unit was constructing 
an insight map based on questions- which were informed by detailed desktop 
study of the services available for the residents in Newham. 

This project however was more focused on identifying and analysing the 
existing situation around the topic of fuel poverty, the existing services and 
policy for residents to seek redressal and identifying the plan of action to bridge 
the disconnect between the net zero goals for 2030 and affected populations 
that cannot sustain the cost of sustainable heating. 

This stage relied on constructing an Evidence Safari, a secondary research tool 
for rapid data collection from the speculative design toolkit. This tool helped 
in targeted navigation through the user centred information in the form of 
articles, news from papers and television as it helped in quickly discovering 
and narrowing the indulgence in various case studies of projects policies and 
reforms that are under construction to tackle the issue. The lens used to identify 
importance was developing key words and asking right questions to dig up the 
problem area and formulate the first set of findings to validate.

“As part of the Government’s Energy 
Company Obligation (ECO) qualifying 
residents can access funding for energy 
efficiency improvements to help lower 
energy bills, stay warm and save energy.”
The residents identified here as qualified are the target user group for the 
secondary and primary research to understand the process of providing warmer 
home support to them. This triggered the need to draft a primary research guide 
to collect first hand information about the current system through organisations 
and their users who have been served.

K
ey
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ns
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ht

s

1.1.2 Case Studies of finished and 
upcoming projects 

This was done to compare the 
changes in strategies and the new 
regulations that govern the decision 
making around what services and 
utilities should be a part of the 
new constructions in the area. 
This also generated the need to 
study current policy that instructs 
the redevelopment and retrofitting 
projects.

1.1.1 Desktop Research  

The aim of this research was to 
establish an understanding of the 
current situation in order to diverge 
in various possible directions 
around the topic of fuel poverty 
in Newham and London. This 
resulted in an evidence safari and 
helped in identifying finished and 
upcoming housing projects in the 
area identified. It was important to 
study these projects as the issue is 
largely infrastructural and has to do 
with the houses that people live in.

1.1.3 Policy Analysis 

The policy around warmer homes is drafted by various organisations with 
different goals. The government drafts policy which identifies and attempts 
to solve the problems by setting up financial support in the form of energy 
rebate, free installation of heat pumps, etc. The Local Borough with the help of 
Mayor of London office enables the policy that is drafted by the government by 
reaching out to the residents and aiding the process of accessing support. The 
solution is delivered by organisations like the SHINE foundation that employ 
consulting professionals and retrofitting companies who generate personalised 
advice for the residents. In their report for Sustainable warmer homes it is 
clearly mentioned: 

What is causing this 
increase in rate of 
relative fuel poverty? 
Why are people 
moving from 
Newham to Barking & 
Dagenham?

Is the plan of action 
really thinking about 
tackling the current 
problem? Is it possible 
to insulate every 
house in London?

What is the cost of 
permanent fixes to 
the failed energy 
system? 
In how many years 
will this be resolved?

What are qualified 
households? or 
Who are qualified 
residents? What 
determines this?

Most of them are 
from a South Asian 
descent.

Figure 5: Key Insights in the form of questions
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Attempt and failure – aim of validating grey information through advice 
service organisations

The first research guide was prepared keeping in mind the fact that the identified 
user group is classified as vulnerable and having worked on collaborative 
projects with a similar user group earlier the method of approach was planned 
to be formal. It was mostly focused on ethical methods of data collection 
through authorised organisations. A list of public and private organisations 
was prepared and each of their efforts were studied in the background analysis 
to prepare informed questions that prompt the right conversations. However, 
this process of obtaining first-hand information from organisations proved to 
be the most difficult part of the project as none of the identified stakeholders 
were open to share information. 

The very reason for which this approach of discovery was undertaken proved 
out to be a hindrance. A loop of confusion where sensitive information cannot 
be shared between thinkers to collaborate. While this was becoming one 
of the directions that this project could tackle as a touch point, it was also 
discovered that GDPR and GDS instructions regulate the information between 
themselves restricting the access to contact the users. After various failed 
attempts, a valuable understanding of the regulations was developed which 
helped in drafting a rather personal approach based on a human centred co-
design approach.

The only success was in visiting a rally where Mick Lynch along with Extinction 
Rebellion campaigners brought out their ‘Enough is Enough’ campaign. It is 
social movement led by activists who are voicing a collective opinion of the 
people. Their account for the same was a heart wrenching experience only 
to witness them in campaign and listening to the stories around Kings Cross 
station in October. (The Guardian, 2022) Here a quote was collected: 

“It’s hard to think about tomorrow 
when you’re struggling to make it 
through today.” 
-Mick Lynch
The leader of the National Union of Rail, Maritime and Transport 
Workers (RMT)

Figure 6: United for Warm Homes by FOE about the Cost of living Crisis

Figure 8: Attending United for Warm Home events by FOE

Figure 7: Cost of Living strike 
and display at Kings Cross 
Station. Organised by Extinction 
rebellion, RMT and other 
organisations in 2022.
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1.2.2 Research guide II 

Aim: Co-discover the problem area with the residents using tools of storytelling 

At the Architectural Association, the summer school informed the process of 
re-imagining ways of approaching design that is situated in the urban context. 
It discussed various ways of coming together in a post pandemic world 
utilising human typologies and elements of storytelling as an agency of design 
delivery. This played an important role in shaping the discovery approach from 
here on in the project. It influenced the need to incorporate co-design tools 
which in this context became the principal lens of approach. The re-informed 
research guide now included having co-discovery activities with residents in 
the identified fuel poor pockets of London. 

Identified Area: Newham- Around Upton Park station on London’s District 
Line Railway considering a high concentration of fuel poor population. 

Co-discovery modules: The current situation (people’s Point of view); the 
urban space; infrastructural service model of houses; substitute product 
analysis and; tactics or initiative 

1.3 Co-Discovering the situation- The Urban Livid

The assumed methodical approach of discussing problems with organisations 
resulted in dead-ends creating the need to utilise a co-design approach using 
tools from economic, product, scientific and social innovation toolkits to study 
the selected area and identify user groups to apply the practice of Human 
Centred Design. Approach for co-discovery:

1.3.1 Study of the Urban Space- The Urban Livid

Situated in an urban setting the association of residents of Newham with winter. 
A fuel poor pocket of London- a global metropolis. 

While conducting primary research in the discovery phase of the project, a unique 
term was derived. When talking to affected populations in London’s Newham 
Borough, one of the questions about what they feel about winter produced a 
set of words like grey, icy, muddy, bleak, dark blue cloud, and more came out. 
On the physical and emotional side of things, words like fog, anger, harsh were 
used commonly also expressing a sense of uncertainty. A conversation with an 
English language teacher by the day and Uber driver in the evening produced 
the word Livid which combined the various adjectives that most people used to 
describe the situation. The fact that Newham is a part of an urban setting, it was 
decided to address the fuel poor pockets of London as the Urban Livid.   

Figure 8: Collage from Activity conducted in Newham’s Upton Park Area with residents

Figure 9: Map of Upton Park 
Newham and infrastructural model 
of the houses on Kings Rd. Newham

MA Service Design | Warmth for the Urban Livid



1.3.2 Study of the Sociology through typologies

After discovering the emotional association of people with the topic, it became 
increasingly important account for their views on how the neighbourhood 
is functioning. It was achieved by preparing a chart with a central question 
“what is warmth” and two narratives about it- Physical warmth and Emotional 
warmth. The answers proved to be divergent, however classifying responses 
under headings helped in moving forward. This activity brought out a lot of 
post-its which could be categorised into “What used to happen but doesn’t 
anymore,” which could be classified under- Disrupted relationships. 

Disrupted relationships: 

This activity was primarily planned for the discovery stage however, taking 
it out to the people in Newham it turned out to serve as a co-development 
activity. It was like brainstorming with the user around the triggered points. 
The means of collecting their views was in the form of post-its that allowed the 
conversation to flow. While the discussion extracted answers to the required 
questions it exposed the project to a rather emotional pain point which is hardly 
addressed while looking at the energy cantered issue. 

It is certainly the parent’s responsibility to pay the bills and they find themselves 
in tough situations like locking up into their own and not wanting to talk to 
anyone. This often results in broken families, friendships, etc. This information 
paired with facts from secondary sources, established ground for a firm definition.

1.
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is
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ry

“Around the time when bills are due, there 
is an unsettling environment in the house. 
It is so difficult to have a conversation on 
the dinner table with anyone because we 
all know who is thinking what but there 
isn’t much anyone can do about it. I mean, 
I want to help my parents but I can’t say 
that out loud.”

-Mehzbeen 
19 year old interviewed at Priory Park, Newham

“Surely, no one likes to be vulnerable”

-Vivek 
42 year old interviewed at Priory Park, Newham

The 
Urban 
Livid
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ap The system map in this case proved to be the most important tool. Considering 

the nature of information collected, it was very important to manually dump 
this information in a safe place that could be referred to while developing. 
What started as a basic map of ‘who the user is’ and what is the situation of 
heating around them turned into a Stakeholders Relationship map of complex 
loops:

tool generated the need to utilise a 
process innovation approach led 
by product innovation strategies 
and partnerships as suggested in 
Thinking in Systems for social 
innovation by David Stroh. (David 
Peter Stroh, 2015).

Who is the user? 

Migrant population residing in 
Newham, family of three or four 
divided into two generations of 
age groups. Parents (36-52years) 
and teenagers or young adults 

System Loop to converge on 
touchpoints 

A system loop was derived on 
combining the insights collected 
about the current enabler and 
disabler relationship between the 
user group and the various agencies 
that are involved in the process 
of delivering solutions. (D.H. 
Meadows, 2008) This tool helped in 
navigating through the pain and gain 
points at every stage of interaction 
or touch point where an enabler 
encounters the user. Moreover, this 

2.2 System Loop

System Loop Evaluating  the current enabler relations in 
the process of delivering warmer homes.

What? 

Advice for climate sensitive warm homes 
to vulnerable populations in Newham.

Who?

The borough council partners with 
Advice Services like Shine, etc to connect 
the user to the existing organisations.

How?

Via calls and website, residents are heard 
and added to a queue for personalised 
support considering key factors like 
infrastructure, income group, ownership 
of the property, etc. This is used to 
suggest a plan of action via government 
schemes around rebate and retrofitting.

Approach: Process Innovation through product innovation

The Councils; Advice Services and the Government are doing what they can, however the solution is not delivering warmth to the 
exposed populations. Perhaps, it is the solution itself that needs looking into from the point of view of situating it in the system.

High Cost

Information

Direct contact with the Advice Service

Consultation fatigue 
Disqualifi

ed h
ou

se
ho

ld
s 

Qualified households 

Council

User
Vulnerable 
population

identified 
area for
intervention

Advice 
Services

Landlord

£

(16-24years). Based on their 
relative income they are under the 
vulnerable category. 

What is their current heating 
situation? 

They are all aware of the 
problem and are facing issues 
like uncomfortable conversations 
around bills for energy, rising cost 
of living and more. Their attempts 
are to cut down on energy bills by 
resorting to alternative methods 
of keeping themselves warm. 
However, the weather conditions 
force them to consume electricity 
and gas to power heat sources that 
aren’t very efficient. 

Infrastructural situation? 

Their houses are old builds and 
do not host the capability to be 
retrofitted hence are disqualified 
from the list of households that 

receive grants for Heat pump 
installation. Which means they 
can’t improve the situation without 
incurring a huge cost on the end 
of the landlord- which would in 
turn impact the rental status of the 
property forcing them to move out.

Other related problems? 

They are feeling consultation 
fatigue as the system of solutions 
looks like a maze to them. They 
are also facing emotional barriers 
as they are bottling up their issues 
as they don’t like to talk about their 
‘inabilities’ to pay for energy. This 
is causing weakened relationships 
at home and among friends.

Figure 10: Stakeholders System map presenting relationships between various elements and affected residents

Figure 11: System Loop 
developed to highlight 
the problems in journey 
of seeking help for 
warm homes showcasing 
the identified point of 
intervention
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What does 
w a r m t h 
mean to the 
residents?

What are the elements of the user’s life where they can generate or save energy?

Can saving 
on electricity 
c o n s u m p t i o n 
and bills increase 
the affordability 
of heat for the 
v u l n e r a b l e ? 

Can technology intervene through partnerships to 
enable product innovation to help save on energy 
consumption and bills?

Can cultural typologies intervene 
through partnerships to enable 
product or process innovation 
that enables saving on energy 
consumption and bills?

The answers to these questions were collected from a co-design activity 
described in detail in the Development stage of the project.

As presented in the system loop, the scope of intervention lies in the last stage of the 
loop. This means that even though the user is reaching the stage where they are provided 
the solution, their problem does not come to an end. Validated in the co-discovery stage 
as well, the residents have developed a feeling distrust with the solutions prepared 
for them as the expectations that are set for the reforms are not actualised. Another 
interview pointed out the fact that the extent to which current advice is helping people 
is only emotional and that too at a surface level as those who reach the advice service 
are heard and feel that they will be helped. However, the fact that their houses are in the 
category which cannot benefit from the current reforms makes them draw against the 
solutions. Perhaps generating the need to re-imagine a solution that the user themselves 
feel is apt for their needs. 

How might we materialise elements of 
the user’s life to develop solutions that 
deliver physical warmth to disqualified 
households?

Figure 12: Collage of images from definition stage visits to Priory park, Newham

Figure 13: Co-
Defining the 
problem with 
the residents 
asking basic 
q u e s t i o n s 
like What is 
warmth?
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Development
Chapter 3
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ts This was the most productive stage of the process as it relied on an extensive 

co-discovery foundation and learnt from an activity that started with a 
basic prompt- What does warmth mean to you? This activity, conducted in 
Priory Park with residents from various age groups benefited by producing 
insights into both directions- Cultural typologies and the role of technology. 
This presented the project with a discourse that required dividing attention 
in two directions- Technology driven product innovation that enables the 
process and; a cultural typology that generates extra income to increase the 
purchasing power of the user.

secondary research to establish 
context, it was realised that each 
food delivery rider cycles for 
about 3-4 hours in a day. Talking 
to Deliveroo, Uber eats and Zapp 
riders in Tottenham Court rd, 
kings cross and other areas where 
they come to work from the city’s 
outskirts, I was able to access their 
day in the life and validate the 
findings about the distance they 
cover, the tools they use, their 
motivations and more highlighted 
in the map.

Discussing their day in the context 
of reducing energy bills started 
pushing the project towards the 
technological side of things. it 
became increasingly important to 
deconstruct their day to understand 
the various activities they indulge 
in to discuss the possibility of 
introduction of technological 
interventions materialising what 
they consume so it exists in their 
life without being obtrusive. 

When presented with the idea 
of Kinetic, the following was 
recorded:

3.1.1 Technology + Partnerships 
for alternating energy 
consumption: 
 
As part of the co-discovery 
process one of the most interesting 
directions emerged from a post-
it which discussed the elements 
of people’s lives that have fallen 
out as they have grown older. One 
such element is cycling around the 
area. Intervening on this topic using 
detailed interviews with an aim of 
identifying- What has caused the 
reduction of cycling; if there are 
people cycling in the area, who are 
they and what makes them use a 
cycle; why is public transport still 
a relied method when it costs more 
than £8 per day of commute in Zone 
3&4? etc. A very interesting insight 
brewed out of these conversations 
which suggested that a large 
percentage of the population works 
part time as food delivery riders 
who use their cycle to commute to 
most places. 

This created the need to study the 
structure in depth and fortunately, 
this direction did not hit a dead 
end. Following a quick round of 

“What if I could use this battery that 
supports my cycle to actually power 
appliances at home?”

-Aadil M.
27 year old interviewed at Tottenham Court Rd, London

“I don’t think that its enough to 
power heaters right, but I am 
thinking now of how many people 
cycle around me. Is there a way we 
can share?”

-Abdul Rasheed.
25 year old interviewed at Tottenham Court Rd, London

Figure 14: A day in the life of a delivery rider from a vulnerable income group.
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housewives sit together and weave 
socks and sweaters are a part of the 
common cultural history that the 
residents of the area share. In an 
attempt to hold on to their coming 
together, an idea brewed up around 
promoting housewives to take 
up this activity as professionals. 
This direction required a deeper 
understanding of developing 
tangible products that ‘conserve’ 
heat in their homes. Owing to my 
experience in textile design and 
working closely with rug weaving 
community in India’s rural setting, 
it was considerably clear that a not-
for-profit organisation could be set 
up- which promotes this action. 

The initial thought was discussed 
with the people and their response 
was clearly not in support as they 
mentioned: 

“...We have come to London to not 
lead the life of a labourer or factory 
worker.”  

A very strong point that my first 
iteration did not cover, however 

3.1.2 Cultural Typologies 
+ Partnerships for Income 
generation:   
 
On the contrary, a different 
conversation was conducted with 
a contrasting mindset and a very 
different user group. The fact that 
the conversations were not held in 
closed workshop spaces organised 
for targeted users, allowed the 
project to explore the possible 
directions with different kinds of 
users. This conversation revolved 
around the elements of people’s 
lives that brought them physical 
as well as emotional warmth. It 
triggered prompts like “The sweater 
my dadi made for me is something 
I wear to keep myself warm as soon 
as winter hits.” 

This quote opened the direction of 
weaving objects that people use 
in their homes to keep themselves 
warm. Moreover, it also sparked 
a conversation around making 
objects that people rely on to keep 
themselves warm. It was quickly 
visible that such activities where 

banking on the critique the idea developed into a systemic solution that relies 
on partnerships for funding, training, facilitating, retailing, and regulating the 
actions of the organisation that identifies people involved as craftspersons or 
artists. This would resemble the model of action undertaken by one of India’s 
largest textile organisations- Jaipur rugs, In of their initiatives they are focused 
on empowering the women residing in rural India by launching their own 
collections instead of making them produce instructed products. On every rug 
of their design that is sold, the crafts person receives royalty and commission 
and a large percentage of the overall sales money sent in the best interests of 
the community.  

Figure 15: Women Knitting 
Sweaters in Rural India. 
[Source]: Knot9. (2022). Group 
of an Indian women knitting 
winter clothes - Self Help Group. 
[online] Available at: https://
www.knot9.com/videos/group-
of-an-indian-women-knitting-
winter-clothes-self-help-group 
[Accessed 16 Nov. 2022].

Figure 16: Women weaving rugs. [Source]: Jaipur Rugs Foundation (2021). Entrepreneurship Development – Jaipur Rugs Foundation. [online] Jaipur Rugs 
Foundation. Available at: https://www.jaipurrugs.org/entrepreneurship-development/. and others
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3.3 The importance of partnerships

3.4 Results
With both scenarios imagined it became important to present them and see 
the whole picture around them for which tools from two approaches were 
employed: Speculative Design and Partnerships. 

“Thinking about plausible future scenarios can help guard against fragility. 
Governments and businesses need foresight capabilities in order to address 
systemic challenges.” (Bland and Westlake, 2013). 

The stage of design delivery benefited a great deal from the use of presenting 
future scenarios using newspapers, headlines and more. It allowed to easily 
break barriers, and turned into a conversation of possibilities instead of 
complains. Upon imagining a plausible future with the user and residents, it 
became easier to transfer the conversation towards a preferable nearer future 
and the steps we can take today, in order to start the process of achieving that 
future. In theory, this stage is an extended use of the back-casting tool from 
speculative design tool-kit (Dunne and Raby, 2013). The most important result 
of this tool was identifying the need to establish partnerships between the right 
enablers for preferred future scenario to exist. 

“COLLABORATE: You can’t do this alone! Engagement with a wide variety 
of organisations, individuals, businesses and government will be necessary.” 
(Climate emergency-guidance for local authorities. ARUP, 2022) 

In their Climate emergency guide for local authorities, ARUP’s strategy 
team points out at the need to collaborate. The idea is to identify various 
stakeholders of the process and imagine how they can come together based on 
their interests and visions. In the domain of socio-economic issues it is very 
important to address the financial sources. In this stage, the conversation was 
around developing a value proposition for various stakeholders identified as 
enablers. These partnerships are across the public and private subdivide. 

Their motivations and actions are documented in the newspaper that showcases 
a 2024 scenario of the imagined solutions.

Figure 17: Page 1 Newspaper 2024 prepared for Ideation and discussion- Scenario building

 

Painting a preferable future...
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Figure 18: Page 2 Newspaper 2024 prepared for Ideation and discussion- Scenario building

 

Figure 19: Page 3 Newspaper 2024 prepared for Ideation and discussion- Scenario building
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Delivery
Chapter 4



4.1 Kinetic U Service Blue print and Value map What is Kinetic U?

Kinetic U Service Blueprint representing the interaction of the user with 
various touchpoints of the service. In this case there are numerous stakeholders 
involved and a combined work-flow of their interaction with the service is 
mapped out in the blue print. The value for each stakeholder is represented in 
the Stakeholders Value map which also shows the relationship attributes that 
are being strengthened by the service.

KineticU is a systemic innovation that allows delivery riders to capture and 
convert their Kinetic Distance covered on a cycle back to actionable energy 
for the vulnerable populations. It is enabled by partnerships with cycle rentals 
and docking facility providers. 
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4.1 Kinetic U Service Blue print and Value map
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4.2 W4W Service Blue print and Value map

W4W Service Blueprint representing the interaction of the user with various 
touchpoints of the service. 

What is Weave for Warmth (W4W)
W4W is a systemic-economic and cultural innovation that allows women 
in Newham to develop their products of choice that aid their own heat 
conservation at home. It provides them with a platform to sell their designs 
and increase affordability through income in these times of high cost of living.
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4.2 W4W Service Blue print and Value map
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Your Critique? What do you think might not work?
I think to make this project a reality there needs to be a discussion around 
checking the calculative facts but essentially around the question of why do 
the proposed partnerships take place? What are their take-aways from this?

Do you see the usage of the system is apt?
Working on similar projects in the health strategy team Nesta we are aware that 
every penny counts. The cost of the battery to the user will have to be taken 
out. Moreover, there is possible application of the product in cutting bills in 
the kitchen, etc because at the end of it- everything is consuming energy. I like 
the approach of taking the load of consumption- reduce consumption.

How do you think an initiative like this become a reality?
The partners and their interests need to showcased! If the proposed stakeholders 
are getting something out of the partnership, considering that most of them are 
private entities or businesses, their monetary, user base and more need to be 
targeted. 

What do you like the most?
I like the primary research bits of the project. How indulgent they are just makes 
the project stronger. Adds character and story to a designers work. I think that 
it is possible, with this form of application or another- that’s something that 
needs to be thought about. Again, convince the partners!

- feedback on the project from Geetika Kejriwal at Nesta

Your Critique? What do you think might not work?
Not everyone is an artist or a designer. Is there a way to spark imagination for 
the registering individuals? For example the artwork that explains the Urban 
Livid is derived from adjectives, your service could use those aspects to trigger 
creativity and expression. 

Is there a market for such products?
The market is open as there are very few British products in the category. Most 
of the goods are imported unlike furniture. The British people appreciate the 
label of made in Britain or crafted in Britain. 

How do you think an initiative like this become a reality?
Could it be sent out or tried out as a competition? No, that would create 
differences. But there can be an event or something that kicks start the process.

What do you like the most?
The fact that you have incorporated where the money is coming from to make 
this possible is something that strengthens the base of this project as these can 
be expensive commodities to build which is why people don’t have them.

- feedback on the project from Textile business owner and manufacturer Cosy 
Creations India.  

Do you think 
these service 
models work?

Figure 20: Testing the ideas with industry professionals
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Reflection

Next steps...

Working on this project in the domain of socio economic issues, I have learnt that it 
requires having sensitive conversations with the users. It is something that we as designers 
cannot ignore (Cornwall, 2002). Conversations here are literally ‘conversations’ without 
any beautified props because the matter of discussion is not jolly in nature. Moreover, 
working on a pressing topic like fuel poverty that dwells deeply into the cost of living 
crisis allowed me to apply the various tools from product, economic and technological 
innovation, however tools of scientific innovation were omitted in the process. 

The user of today, is far more inclined to technological innovation as they are connected 
to technology more than they are to their built environment (Anderson, Rainie and 
Vogels, 2021). People understand the technical aspects of how things work around them 
like renting bikes, using docks without instructions, etc. This project has enabled me to 
apply tools of speculative design to imagine preferable scenarios and even validate them 
with users and professionals. It has rendered importance on partnerships in the form of 
collaborations between public authorities and private businesses with common interests. 
In the context of the user, we often ignore the impact of systemic issues however, assessing 
the scenario in the form of a system opened floor to discuss factors like economic, social, 
technology, policy and more than influence pains and gains for the user. Studying the 
relationships between various stakeholders proved to be the most important tool as it 
gave out directions to ideate in and have constructive conversations with the user. 

Lastly, my understanding of the energy driven socio-economic crisis in the UK has been 
deepened over the course of this project making it a favourable direction for me to explore 
as a service design professional in the future. 

I intend to have discussions using targeted presentations with enabling stakeholders in 
order to verify the value generated by both directions. I strongly feel that both directions 
are actionable and would benefit the residents improve the meanwhile to 2030.
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Appendicies

Plashet Rd Case Study

Interview 1 

Interview 2 
Max Fordham Architects are coming up with a new housing project that 
aims to deliver sustainable living with carbon neutral houses at affordable 
rent. It aims to retain a percentage of the current residents and create more 
housing opportunities for new people. The Newham Council itself has 
invested £22 million in making it possible. 

Table on the right shows the application 
of sustainable development principles 
in existing houses developed in London.

This chart makes it even clearer that 
houses constructed in 1980’s and mid 
1990’s do not host these requirements. 
The situation of infrastructure in 
Newham is something that is caught up 
in a loop of issues. 

Heat needs better infrastructure 
which implies high cost of living. The 
interviews on the contrary show how 
that makes people’s lives difficult.
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An conversation of 38 minutes 
proved to be fruitful when asked 
this one particular questions which 
lead to a plenty.

How do you think the energy crisis is 
affecting our lives?

The situation has made everything 
feel like its disconnected. Friendships 
are distant, people are not warm to 
each other. We don’t share things 
that we used to share with each 
other not even on the streets. 
“When I was a kid my mom used 
to know everyone on our way over 
to or back from anywhere in the 
neighbourhood. Now things have 
changed.” 

How do you think this issue is 
changing relationships inside the 
house? 

Everything feels like it’s grey! From 
watching films on the weekends 
with family friends coming over for 
dinner. Those kind of things don’t 
happen anymore. 

“Around the time when bills are due, 
there is an unsettling environment 
in the house. It is so difficult to have 
a conversation on the dinner table 
with anyone because we all know 
who is thinking what but there 
isn’t much anyone can do about it. 
I mean, I want to help my parents 
but I can’t say that out loud.”

-Mehzbeen 
19 year old 
interviewed at Priory 
Park, Newham -Vivek 

42 year old 
interviewed at Priory 
Park, Newham

Vivek was playing with kid and 
speaking to a family member living 
in India when I met him at Priory 
Park. He was curious to know what 
I was talking to people about and 
gave me personal anecdotes of 
how life is becoming difficult in the 
area. He validated a lot secondary 
research which suggested- 

“more and more of my friends are 
moving out of Newham towards 
Barking and Dagenham. Here 
we FEEL Vulnerable. We cannot 
afford this life anymore.”

when asked about his energy 
situation he presented me with an 
obscene figure. He said, there is not 
much he can do about it. 

“If I request my landlord to do 
something about the walls or 
windows of this house it will just 
increase the rent I am paying. 
Which I know is not possible for 
me to afford. I don’t want to be in  
that vulnerable situation. No body 
wants to be vulnerable.”




