
Experience Based Design 

The concept, practical application 

and understanding the tools and 

techniques
Deborah Thompson 

Director NHS Elect 





The ebd approach – 
a service improvement methodology

© NHS Institute for Innovation and Improvement 2010. All rights reserved.



“The ebd approach is about using 
experience to gain insights from 

which you can identify opportunities 
for improvement.”

“It’s about experiences not attitudes 
or opinions.”
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The components of good design

Berkun, 2004 adapted by Bate

Performance

How well it does the 
job /is fit for 
the purpose

Functionality

Engineering

How safe, well 
engineered and 

reliable it is

Safety

The aesthetics of 
experience

How the whole 
interaction with the 

product/service 
‘feels’/is experienced

Usability
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Emotions and touchpoints

how people feel 
through their journey
e.g. scared

moments of 
engagement
e.g. finding a car 
parking space

The ebd approach is driven by consideration of the moments of 
engagement. 
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CDC touchpoints







Patient Experience 
Web Based Application



What about staff?



Emotional Map – Staff experience 
providing in-patient care 

Proud, positive, 

satisfied

Safe, confident

Delivering 

Treatment

Planning 

Patient’s 

Discharge
Providing 

Hygiene

Being 

Admitted

Patient’s 

First 

Assess-

ment
Patient’s 

Comfort Communic-

ations
Dignity 

and 

Respect

It can be hard for the patient to 

communicate their needs to us

Sometimes 

missing info
Worried if they have 

right measures in 

place for discharge



Patient EBD vs Staff EBD  - in-patient 



Using the data to drive improvement

• Form a focus group to include representation 
from service users and staff

• Review the EBD results together

• Identify areas for improvement

• Co-design improvements

• PDSA tests of change

• Adopt changes that positively 
affect experience



What you need to do an EBD study

• Identify a lead for your project

• Create a small project team

• Agree who will oversee data collection

• Collect data from at least 30 service users and 
50% of staff

• Produce the report and share with the project 
team to identify areas for improvement

• Make improvements and repeat survey in 6 
months



Other EBD resources - NHS England -
HoPE



• https://improvement.nhs.uk/improvement-hub/patient-
involvement/

• https://www.kingsfund.org.uk/topics/patient-experience

• https://www.patient-experience.org/Home

• https://www.pointofcarefoundation.org.uk/resource/experie
nce-based-co-design-ebcd-
toolkit/?gclid=CjwKCAiAlvnfBRA1EiwAVOEgfBri483L5tsx0Dbb
4DZEKiEew6g96DOJnFkmWkrYWAUu43IAKs6xrRoC754QAvD_
BwE

Other useful info 
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