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 1. Manifestation

Kudoz: a new learning platform with  
& for people with cognitive disabilties

Validation by external stakeholders 

Kudoz comes from a collaboration between three 

non-profits, a provincial government agency, city 

government, adults with cognitive disabilities and 

their families, two business improvement districts, 

academics, and 100s of community members. 

Suzanne Logan, Kudoz Family Ambassador 

(parent who supports other parents in Kudoz): 

   “I knew first hand what parents and caregivers for 

people with disabilities were looking for. I helped to run 

sessions and saw so many of the suggestions I made 

be implemented in the design materials! I see how my 

input has been important for the growth of Kudoz.”

Jonathan Cote, Mayor, City of New Westminster: 

   “It’s platforms like Kudoz that are getting the 

ball rolling on cognitive disabilities like we did 20 

to 30 years ago with physical disabilities.”

Zachary Boyd, Kudoz Taster (role for an adult 

with a disability to quality check experiences)

   “It’s rewarding going on experiences. I feel 

like I’m a special person because I get to go on 

experiences before anyone else.” 

 Manuela Aguirre, PhD Candidate: Design for 

Public Services, AHO 

   “Kudoz is challenging and experimenting with the 

wider organizational system. Over six months, we 

built staff capacity to continuously prototype. After 

a year, I recorded shifts in mindsets and practices.”

Agreement on sharing the project in public 

and Statement of confidential information

The applicant, InWithForward, allows all text and 

images in this application to be shared in public, 

if work is attributed to InWithForward. None of the 

information in this application is confidential. The 

applicant has consent from all people involved.

Jonas Piet, Partner & Lead Service Designer, 

InWithForward



Kudoz is a new learning & volunteer platform 

in British Columbia

Think: AirBnB for real world learning. People with 

cognitive disabilities (Kudoers) book in-person 

learning experiences with community hosts. 

Kudoz comes from two years of deep ethnogra-

phy and service prototyping, and is now scaling 

inside 3 large disability organizations. Growing 

Kudoz in a system predicated on rationing formal 

care - versus activating informal supports - has 

required rethinking practice, policy, and procure-

ment. We’re using Kudoz for a bigger purpose: to 

create conditions for continuous innovation within 

Canada’s social sector. 

Most existing disability services focus on safety. 

Adults like Mark, with severe autism, are stuck 

in segregated services doing the same activities 

on repeat. By brokering people to novel experi-

ences, Kudoz expands social networks, builds 

skills, improves wellbeing, and over time, should 

reduce chronic demand on the system. 

Behind Kudoz are 5 key design features:  

(1)  a new kind of face-to-face interaction between 

adults with disability and volunteers; 

(2)  a new value proposition and corresponding 

end-to-end experience for volunteers; 

(3)  3 new roles: the ‘curator’ to shape learning 

experiences; the ‘taster’ to quality check; the 

‘family ambassador’ to support parents;

(4) a new measurement system and app;  

(5) a new booking system (front and back-end). 

What makes Kudoz innovative 

Kudoz marks a shift from traditional top down 

services to distributed platforms; and from paid 

professionals providing care to brokering informal 

supports. Making this shift has led us to innovate 

at all levels: we’ve worked with (1) individuals 

and families to change expectations and norms; 

(2) cities, businesses, and community members 

to reimagine volunteering; (3) organizations and 

funders to suspend policy & procedures. Behind 

Kudoz is a unique long-term partnership between 

a social design agency, three disability service 

providers, and a government funder.

Kudoz activates community resources and 

prompts behaviour change

Kudoz catalyzes 120+ hours of free community 

resource every month, and that number grows 

each week. Designed using original ethnographic 

research alongside evidence-based theory from 

neuroscience and social psychology, Kudoz isn’t 

just innovative, it’s impactful. Evaluation results 

indicate Kudoz is markedly improving participants’ 

sense of self and future; increasing the supply of 

opportunities available to adults with cognitive dis-

abilities; and reducing stigma within the community.

 Overview



Ethnography & Interaction prototypes (3 months)

> 50 ethnographies

>  2 designers + 1 social scientist + 2 secondees

Typical market research techniques do not work 

with adults with cognitive disabilities. Our ap-

proach: move into a social housing complex where 

25% of the residents live with cognitive disabilities. 

We built relationships with 50 residents by offer-

ing coffee, dinner and late night icecream. Over 3 

months, we ran 34 mini-prototypes to learn what 

attracts, engages, and prompts change for people. 

Our initial brief was: How do we reduce social 

isolation amongst adults living with cognitive 

disabilities? A key insight was that these adults 

were not just isolated from other people, they 

were isolated from learning and purpose. Kudoz 

responds to this reframed pain point.

Service prototyping (6 months)

> 16 Kudoers, 80 volunteer hosts

> 4 designers + 2 social scientist + filmmaker

> 27 staff with 20% innovation time

To pressure test Kudoz, we ran a 6 month trial. 

While the user experience felt real, behind the 

scenes we manually performed the functions of a 

back-end system to learn whether Kudoz gener-

ated sufficient interest and impact. We recruited 

a delivery team, and fleshed out the service jour-

ney and theory of change as we went along.
 

We deliberately kept Kudoz outside of the service 

delivery system. At the same time, we built capaci-

ty within the system to co-design and prototype. 27 

frontline, mid-level & senior managers formed teams 

and spent 20% of their time using the methods.

Outputs for Kudoz included an online catalogue, 

a Host sign-up package, a short Kudoz video 

(see the link on defol.io) and a Theory of Change.

Implementation prototyping (6 months)

> 39 Kudoers, 120 volunteer hosts

>  Kudoz delivery team + software developer  

+ business developer + learning specialist 

> Government funder

Convinced of the impact, we built and iterated 

new touchpoints to support the growth of Kudoz: 

- a booking system to reduce administration 

-  an online profile to ensure Kudoers and their  

families see changes and can reinforce them

-  a mobile app for Kudoers to document experi-

ences and exercise independence & control 

-  a staff-facing wiki to codify interactions and 

roles, including the intentions behind practice 

-  a referral process to enable the system to bring 

new families into Kudoz

Alongside this codificiation, we ran Kudoz with 

more users and beta-tested 3 business models.

Outputs included a knowledge management sys-

tem, front-end & back-end technology, as well as 

processes for measuring impact and training staff.

Scaling in (ongoing)

Now we are embedding Kudoz within the service 

system. This means mapping its interplay with 

other services; and tweaking HR, health & safety, 

and procurement policies. By seeing Kudoz as 

part of a new class of services, we are influenc-

ing the broader ecosystem. We hope this ensures 

that Kudoz isn’t a one-off project or peripheral 

social enterprise, but part of a system that is con-

tinuously transforming itself.

 2. Process



what’s next?

48

InWithForward seeking 
partners for prototyping 
new service delivery models 

We act by prototyping. By working 
from the ground-up to make small-
scale models of  new services and 
informal support networks. The 
purpose of  a prototype is to:

1) Understand what attracts 
and engages people. What are the 
mechanisms of  change? Who doesn’t 
engage? Who doesn’t experience 
change? How do we design for these 
groups?

2) Work out how to spread & 
scale the mechanisms for change. 
What new roles, tools, training, opera-
tional processes, and governance mod-
els are needed? What’s the funding 
model? How would systems procure 
the service? What would the contract 
say? What metrics & quality assurance 
tools would the system use?

3) Build system and organiza-
tional capacity for service rede-
sign and social innovation. How 
do we transfer immersive research, 
co-design, and prototyping methods 
to staff teams? Using secondments, fel-
lowships, and action learning groups? 

A prototype is not a pilot. Whereas 
the goal of  a pilot is to implement a 
new program, the goal of  a proto-
type is to make a new service delivery 
model with end users and community 
stakeholders.

Prototypes carry less risk than pilots. 
They operate at a smaller scale and 
within a rigorous testing framework 
to ensure that money is not wasted on 
interactions that don’t work. Until we 
know what works for 30 people, we 

In the UK, we prototyped a new 
model of  universal youth services 
called Loops. We recruited 30 young 
people; hired 12 people to test two 
new roles; created new training, 
produced new youth-facing and 
community-facing tools; and devel-
oped new commissioning guidelines & 
performance metrics. Loops measur-
ably increased young people’s sense of  
purpose and possibility, and the diver-

sity of  their social networks. Sadly, a 
change in political leadership meant 
funding was withdrawn from scale. 

In Australia, we prototyped a new 
model of  family support called Family 
by Family. We recruited 10 families 
who had been through tough times 
and come out the other side, trained 
them up to share their knowhow, and 
matched them with 10 families going 

through a time time. This required test-
ing and revising the value proposition 
for the network;  tools for matching fam-
ilies; a new role for supporting families; 
and ways for measuring & documenting 
change over time. Out of  the prototype, 
we developed a business case for the 
network. Family by Family now runs in 
multiple communities, with the support 
of  government, and is successfully keep-
ing families from using crisis services. 

What would a prototype look like?
Our ambition is to bring to life at least 
two concrete ideas: one inside existing 
services & systems, and one between 
or outside existing services & systems.

This means building a partnership 
with local organizations and system 
funders, and selecting a community 
within which to start. We don’t just ask 
for financial resources from partners, 
but their time and energy in cordon-
ing off a space to try new things. 

To do the prototyping, we form an 
interdisciplinary team of  designers, 
social scientists, and folks with local 
knowhow. We create fellowships and 
short roles for service staff. A proto-
type involves service delivery, research 
& evaluation, and service design all at 
the same time. 

Our first priority is to understand 
what would engage people in the new 
service. We test multiple offers and 
value propositions, and sign people 
up to take part. We then work out 
the interactions: what is it that people 
encounter over time? How do these 
prompt change? We make new job 
descriptions, hiring processes, staff 
training, tools, and materials. Most of  
what we make doesn’t work the first 
time around, so we constantly revise.

Once we understand which interac-
tions are creating change, we make, 
test, and tweak  the system level arti-
facts: contracts, procurement guide-
lines, quality assurance processes, and 
business cases. 

can’t know what will work for 30,000. 
It’s much more cost effective to work 
out the kinks and system perversities 
first - before replicating and magnify-
ing their impact across the system. 

And because prototyping directly 
engages hard-to-reach users, proto-
types are far better at countering the 
usual resistance and turning critics into 
co-designers. 

When we look across existing ‘ser-
vice innovations’ (e.g Family Poverty 
Reduction Initiative, STADD) we see 
little use of  co-design and prototyping 
approaches. Instead, we see large-scale 

We don’t see ideas as recommendations. That sit on a shelf for someone 
else to implement. We see ideas as proposals for collective action. 

consultations and focus groups leading 
to a set of  recommendations. These 
recommendations are codified into a 
Request For Proposals, or put into a 
contract for a Consultant to deliver. 
Staff are hired, offices are leased, back-
end systems are created before under-
standing what the service needs to do 
to create change with and for people. 
We think this sequencing yields expen-
sive, and too often ineffectual, services. 

It’s time to create more efficient and 
effective innovation processes. How 
can we expect to get different results if  
we’re using the same-old consultation 
and piloting approach? 

Pilots Prototypes

Purpose To implement a new program or 
service

To develop a new service delivery 
model & spread capacity

Size Hundreds to thousands of  people 30-50 people

Risks Poor engagement of  end users

Little impact, without a 
methodology for figuring out 
what would create impact

Few mechanisms for spreading 
lessons or program models

Not enough space granted by system 
to design around system barriers and 
perversities

Deliverables Project Plan
Evaluation

New roles, tools, training, 
organizational & procurement 
processes

Business case for taking forward

Trained-up local teams & 
documentation of  learning

What’s different?

Table: comparing prototypes and pilots in service development

At a glance 
What are the deliverables 
from a prototype?

Role descriptions & hiring  
   processes

Training materials  &  
   experiences
 Metrics & backend databases
 Frontline tools & materials 
  Value propositions & communi-
cation materials
  Procurement guidelines & con-
tracting language 
 Principles for quality assurance

At a glance 
What happens after a 
prototype?
During a prototype, we’re working 
out  how to take the new model 
we’ve created forward. Every 
model is different and requires a 
different structure. 

We might form:

  A new organization to deliver a 
newly contracted service

  A new organization to provide 
training & quality assurance to 
existing service providers 

  A new partnership between 
agencies to deliver a newly con-
tracted service

  A new network or campaign 
outside of  existing agencies

Examples from past prototypes in Europe and Australia

Stage 1: Ethnography & Interaction prototypes 

Stage 2: Service Prototyping

Stage 3: Implementation Prototyping

 3. Outputs

Catalogue: enables Kudoers to exercise choice 
making & book experiences themselves; Hosts 
upload new experiences in a user-friendly way.

Staff Wiki: for the Kudoz team to codify values, 
practices, and tools behind each role, and 
ensure intent is spread.

Training materials: for government staff to 
walk through Kudoz step-by-step, so they 
are able to refer families more easily.

App: for Kudoers to check-in and document 
experiences themselves. Photos & voice are 
compiled to a movie, uploaded to their profile.

Host Induction Package: to make new 
volunteer parts of Kudoz’ culture, and help 
them deliver quality learning experiences.

Theory of Change: to link designed interac-
tions to desired outcomes. Developed with 
social science theory and live user testing.

A newspaper and short film: helped spread 
research insights across the social sector 
and to test the appetite for Kudoz, on paper.

All Kudoz outputs are designed and iterated 

by the new Kudoz team. The team includes 

five operational roles plus coaching from an 

InWithForward service designer, system designer, 

business analyst, and lead social scientist.

Results of 
10-week deep 
dive challenge 
thinking about 
social isolation

Fay changed our thinking. So did 
Mark. Greg. Elise. Sam. Caitlin. 
Tina. Kamran. Uzkul. Monica. 
Carol. And the 40 other residents 
and frontline deliverers with whom 
we’ve spent our past 10 weeks.

We moved into Apartment #303 
at 7575 Kingsway to understand 
people’s every day experiences of  
social isolation and loneliness. Our 
goal was to get behind the labels 
attached to people - disabled, 

immigrant, 
low income, 
senior - and 
learn how to 
enable greater 
connectedness. 
The literature 
is clear that 
disconnection 
poses big health 
& wellbeing 
risks. More 
people die from 

isolation than smoking.

On day four of  the project we 
met Fay, age 63. We learned 
she is connected.“Fay has more 
friends than me and my husband 
combined,” one of  her work-
ers exclaimed. Indeed, her social 
network map is full. With more 
than 11 positive relationships. Not 
to mention membership in groups, 
voluntary organizations, even 
political associations. And links to 
nearly every available service. 

Despite all of  Fays connections, she 
still feels lonely. Separate. Apart. 
In an autobiographical essay, she 
writes, “A handicapped child needs 
to feel wanted and loved, and be 
treated like others. A child, handi-
capped, will enjoy if  you approve 
of  her, and give her an opportunity 

to learn and to have fun.”

Fay is not isolated from people. 
She isn’t sitting at home, by herself, 
all day. But, she is isolated from 
emotional outlets, from novel and 
purposeful experiences, from op-
portunities to 
use and enjoy 
her capacities. 

Fay’s story has 
been the norm. 
Not the exception. The majority 
of  people felt stuck in at least one 
realm of  their life - people, place, 
purpose. With too few possibilities 
for change. Surprisingly, network 
size and group membership - be it 
in a church or a club - had little to 
do with people’s sense of  forward 
movement. 

We’ve 
come to 
understand 
that not all 
connec-
tions, rela-
tionships, 
or groups 
move us 
forward. So many of  our interac-
tions with neighbours, friends, 
family members, and professionals 
unfold in totally predictable, pat-
terned ways. And whilst continu-
ity can be a good thing - enabling 
security and stability - too much 
can result in boredom, stagnation, 
and even, decline. 

Monica used to talk. She is word-
less now. or the past five years, 
she’s spent her days sitting in the 
back of  a Pontiac sedan, driving 
to parks with her life skills worker. 
Same routine, every day. With no 
shift in sight.

Our goal was to 
get behind the 

labels attached to 
people - disabled, 

immigrant, low 
income, senior 
- and learn how 

to enable greater 
connectedness.

Despite all of 
Fays connec-
tions, she still 

feels lonely. 
Separate. Apart. 

Surprisingly, 
network size and 

group membership - 
be it in a church or a 
club - had little to do 
with people’s sense of 
forward movement. 

The 
Idea Press

Team of six, living in social housing complex, develops 10 ideas 
for getting people un-stuck and more from public systems.

Prompting shifts

How could we enable people to 
build the kinds of  connections that 
expand their sense of  self  and 
future? That function as an emo-
tional outlet? As a broker to mean-
ingful experiences? As a prompt for 
development over time?

Instead, our public systems are 
paying for decline over time. 
Supports for people like Monica 
will cost around $2 million over the 
course of  her life. We can put these 
existing monies to better use. 

It’s not only direct costs we can 
reduce. We can also lower the indi-
rect costs of  lost human resources. 
Isolation from developmental 
experiences - from ways to use our 
capacities - dampens economic 
productivity. Eliminating excess un-
employment amongst immigrants 
in Canada would yield more than 
$30 billion in additional earnings.

We’ve got 10 ideas for using public 
resources and underutilized human 
resources better. Some are big 
ideas. Some are small ideas. Each 
idea is framed around a particular 
segment. A segment is a group of  
people, categorized not by their 
demographic label, but by what’s 
keeping them stuck or what’s 
propelling them forward. We’ve 
grouped residents and frontline 
staff together in our segments.

Six segments to re-
design supports & 
services

People with 
knowhow, 
skills, interests, 
and curiosities 
which are totally 

People without a 
source of new ideas 
and experiences. 
Or people with a 
source of ideas, but 

People whose 
story focuses on a 
concrete block or 
barrier. As well as 
people whose story 

People on an 
upward trajectory 
until an event, or 
transitional point, 
knocks them off 

People who have 
adopted the words 
& expectations 
other people have 
of them. Be it their 

These are the 
people who view 
most everything 
around them as a 
resource. Whether 

What Systems Want vs. What They Do
Read page 8

The 
underutilized

untapped. Or which are unknown, and 
may be on the decline.

The 
empty 
pipe-
liners

without the resources to apply them.

The dissatisfied
is one of dull dissatisfaction. They need 
help pinpointing what exactly could 
change.

The divers

early 20s

their path. Most often boys in their 20s, 
who have lost a sense of purpose or status.

The pleasers
family members or professionals. They 
don’t often know what they want.

The positive 
deviants

it’s a professional they encounter, or a 
TV show they watch. It’s all fodder for 
learning and trying new things. 

Continue to page 3

vimeo.com/99185413

April - June 2014Iteration #2

The End of Day 
Programs?
Read page 33

Dear Ethical 
Ethel
Read page 19

What’s a Good 
Idea?
Read page 10

Team Rollercoaster
Read page 12

commentary 
Watch Fay 
& Greg talk 
about their 
stories

version 23.1

weekly updated

version 5.2 version 3

weekly updated



Impact on end users

Improved outcomes

Focusing on learning and purpose, we designed  

Kudoz around four outcomes: 

(1) greater sense of self & future; 

(2) improved soft skills & independence; 

(3) expanded social networks & job opportunities; 

(4) reduced stigma. 

We have seen significant impact on all outcomes. 

32 of the 39 of Kudoers from the last cohort have 

experienced change on at least two indicators. For 

example, after going on just 4 experiences, Jay 

discovered a newfound passion for birdwatching; 

enrolled in a meet-up group; navigated the bus on 

his own; and reported feeling “more purposeful 

and excited to get up in the morning.” 

54 of our first 100 Hosts never before interacted 

1:1 with a person with a disability. From hosting 

a Kudoz experience, 90% changed their 

perspective. Jennifer, who runs a deodorant 

making experience, said, “It put a real, human 

personality to something that’s normally just a 

stereotype. I’m well-versed in feminism but when 

it comes to rights to people with disabilities I 

could do a lot better and be more inclusive.”

There over 22K adults with a cognitive disability 

in BC, and with autism diagnoses on the rise, 

demand for solutions like Kudoz will only rise.

Impact on organizations

Greater prototyping capacity 

27 staff of disability service organizations spent 

20% of their time using prototyping methods. A 

year later, more than one-third of them have iterated 

routines, meetings, communication channels, and 

HR practices. These changes were initiated by staff 

themselves, without involving consultants or service 

designers. [Aguirre, 2016]. 

From lessons learned, 12 additional staff are now 

receiving prototyping coaching, and 100% of them 

have applied the methods to their own settings.

“Staff left more engaged, thoughtful, and more 

awake. There were even conversations between staff 

in the hallways afterwards (and that never happens!)” 

−  Senior Manager describing how he prototyped 

a new kind of staff meeting 

Better intelligence for decision-making

Kudoz has built up a body of fresh data about 

adults living with cognitive disabilities, and 

instituted a new way of collecting information and 

harvesting insights.

“Kudoz has completely shifted the way we think 

of innovation and service design − from the role 

of ethnography and design to the application of 

social science theories and thinking at the level 

of determinants. We are inspired, energized and 

ready to press forward.”

−  Gord Tulloch, Director of Innovation, posAbilities

 4. Impact

Statements on the impact of your work. A written statement 
from your client independently acknowledging the informa-
tion supplied. This statement should be signed by your client, 
and included up-to-date contact details for them.

• Describe cause and effect related to the project
• Describe the scale of impactw

Validation of results must include before and after quantita-
tive or qualitative data.

32 Kudoers 
(out of 39)

49 Hosts 
(out of 54)

showed change on 
at least 2 indicators 

(latest cohort)

Staff engaged with 
Kudoz (including 
practice building)

Community members 
coached to deliver 

learning experiences

recent Hosts changed 
their perspective on 

people with a disability

Staff who now actively 
apply prototyping 

methods in their practice

Government agency staff 
involved in prototyping a 

new system interface

122 180

23 9
+



Inspired new possibilities

Kudoz has demonstrated an intentional R&D 

process in the social sector, and has generated 

momentum to tweak policies and practices 

hindering innovation. This is significant in a sector 

so focused on risk mitigation and service delivery. 

“Kudoz has generated a new way for staff on 

all levels to approach and consider the impact 

of their efforts. The reflective learning practices 

woven into Kudoz have echoed throughout our 

organization. As a result, our conversations and 

practices are becoming less focused on risk and 

daily delivery, and more on learning."

−  Richard Faucher, Executive Director,  

Burnaby Association for Community Inclusion

Impact on system level

Activated community resource

Kudoz has mobilized city governments, business 

improvement districts, retirees, and students. To 

date, Kudoz has recruited and coached over 180 

community members to share their time, skills, and 

passions. Each week, we add 4 to 5 Hosts to the 

Kudoz catalogue. We expect Kudoz to become 

the most meaningful and easiest way to volunteer.

Greater flexibility in procurement and contracting

Kudoz has a knock-on impact on the methods of the 

wider system. The government funder has had a seat 

at the table for two years, and allowed service deliv-

ery dollars to be redirected towards development. 

They are an active partner as we rethink procurement 

and contracting. At the same time, the system ex-

plores a new funding stream for services like Kudoz 

using a design-led approach. This is significant in a 

system where top-down planning holds sway.

“From our initial “starter project” to now, Kudoz has 

advanced an agenda of system change. As the 

service design emerged, they tested new routes for 

families to on-board the service. A couple of years 

in, Kudoz designed a methodology to harvest the as-

sets of our communities, connect people to those as-

sets and to create meaningful exchanges between 

individuals with disabilities and people they have 

never met. This holds the promise of shifting from the 

sphere of solely paid services to one in which unpaid 

services supplement paid services, both reducing 

service costs, providing positive customer experi-

ences and delivering person centered outcomes.”

−  Jack Styan, VP Strategic Initiatives, Community 

Living British Columbia (government funder)
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