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Building the Community: Service Design Brief 
 

Overview: 

FutureDotNow is seeking service design expertise to help us elevate our approach to member collaboration.  

FutureDotNow is a business coalition working to accelerate the essential digital skills of working age adults 

across the UK. There are currently c11.8 million people without the essential digital skills for work. 

FutureDotNow is helping business to understand the issue, build collective action, and drive change so that 

working age adults are equipped with at least the essential digital skills for life and work. 

FutureDotNow has an ambitious business plan for 2021-22 and are looking for many more of our 160+ 

members to lead and collaborate on key pieces of work which will deliver impact at scale across the 

coalition. The key here is moving away from each organisation tackling the same issues in isolation, and 

move to more collaborative action, where organisations pool resources, tools and expertise to tackle bigger, 

more complex challenges together. Member research conducted by FutureDotNow in Summer 2021 

indicates that 79% of members are looking for more opportunities to work with others on tangible work 

products aligned to a common problem.  But how to do this effectively? 

The service design project is a key piece of work to establish how FutureDotNow engages and connects its 

members to increase this collaboration. The project should take place from January to April 2022. 

Aim of the project: 

• To increase the number of FutureDotNow members that are building the digital confidence and 

essential digital skills of their workforce, customers, supply chains and the other communities they 

have the ability to influence and doing so in collaboration with others.  We believe that establishing 

a strong member community will result in greater collaboration, engagement, accountability and 

action across the membership, but want to test this hypothesis. 

Desired outcomes 

• A robust understanding of what levers / conditions will have the greatest impact on creating a 

significant and self-sustaining membership “movement” where it’s easy for members to identify 

areas of common interest and to connect, collaborate and share more easily 

• Clarity on the people, processes and technology needed to build and maintain the movement 

• Anecdotal evidence/data points that underpin any recommendations to help us prioritise next steps 

Requirements: 

1. Work with FutureDotNow and its members through interviews and workshops to understand what 

members need / want, their dependencies, individual contexts and what will help them take action. 

2. Use this data to shape a set of recommendations to stimulate collective member action, including: 

a. Immediate steps FutureDotNow can take at nil cost, to increase member collaboration 

b. A costed set of recommendations (covering people, process, & technology) that would 

create more significant shift in the movement 

3. Identify how these recommendations could be tested through short test & learn pilots 

4. Present these recommendations to the organisation and other stakeholders as required, ensuring 

broad understanding of the process and outcomes 

5. Deliver up to five short ‘test and learn’ prototypes to trial new recommendations, to be delivered as 

part of the project. Longer term initiatives will be considered which allow delayed impact to be truly 

understood. 

6. Strengthen the design thinking ability of the FutureDotNow team as a by-product of the project. 

https://www.gov.uk/government/publications/essential-digital-skills-framework/essential-digital-skills-framework
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How we’ll work with you: 

• Paul Fleming, the FutureDotNow Lead, will be the primary point of contact and will provide oversight 

of the work, make connections, review work products, and answer any questions. 

• A structured meeting and communication cadence will be agreed with you and set in place by the 

FutureDotNow Lead.  

• Meetings will be conducted virtually via Microsoft Teams or another online meeting platform. No 

face to face meets are expected to take place as part of the project. 

• Relevant documentation will be shared, which will include: FutureDotNow’s Strategy, website and 

communications analytics, member surveys and interview data, tools including the Playbook and 

Directory. In additional to this, further documentation can be discussed and agreed with the 

FutureDotNow Lead. 

• In collaboration with you, the FutureDotNow Lead will identify relevant employees, stakeholders 

and coalition members and then make the necessary introductions. 

• FutureDotNow takes a collaborative and hands on approach with their work and would expect this 

from any commissioned service design agency 

To express an interest, please email paul.fleming@futuredotnow.uk  

• An informal meeting will be scheduled between 30/11 – 7/12/2021. This will be an opportunity to 

discuss your interest and experience, and also to answer questions. 

Your formal proposal should evidence: 

• How you will approach the project; detailing intended process, key phases, expected activities and 

staffing. Total marks (45%) 

• Approximate budget breakdown within the overall budget provided below. Total marks (15%) 

• Your track record in developing and delivering service design projects. Total marks (10%) 

• Expertise and track record of working in of service design, cross-sector partnership and 

collaboration, digital skills, employability, adult and online learning. Total marks (10%) 

• Expertise and track record of working and co-designing with a diverse range of audiences and 

stakeholders. Total marks (10%) 

• Proven ability to plan and deliver the required services end outputs to a high standard, on time and 

within budget. Total marks (10%) 

Further information: 

• Budget, up to £30,000 (to include at least two ‘test and learn’ prototypes) 

• Timescales: 

Date Activity 

01/12/2021 Deadline for expressions of interest 

30/11 – 7/12/2021 Informal expressions of interest meetings held 

10/12/2021 Deadline for proposal submission 

16/12/2021 Approval of winning proposal 

20/12/2021 – 14/01/2022 Contracting phase and completion 

17/01/2022 Proposed project commencement 

28/02/2022 SPRINT 1: Complete review and present findings 

31/03/2022 SPRINT 2: Setup and start 'test and learn' #1 and present findings 

29/04/2022 SPRINT 3: Setup and start 'test and learn' #2 and present findings 

29/04/2022 Proposed project completion 

 

mailto:paul.fleming@futuredotnow.uk
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Background: 

FutureDotNow was setup in 2019 and is a business coalition working to accelerate the essential digital skills 

of working age adults across the UK. There are currently c11.8 million people without essential digital skills 

for work. FutureDotNow is helping business to understand the issue, build collective action, and drive change 

so that working age adults are equipped with the essential digital skills for life and work. 

The pandemic has pressed the fast forward button on digital transformation for business. Digital is a primary 

tool in connecting colleagues and customers, enabling business growth, innovation, and transformation. Now 

more than ever business needs to support the development of essential digital skills across their workforce to 

be competitive in today’s market.  

FutureDotNow have seen >50% increase in their membership in the last 6 months, new organisations are 

joining month on month. There is an appetite to develop essential digital skills and FutureDotNow are being 

seen as a key player in this area. 

Some key facts: 

• The coalition consists of over 162 organisations from across the UK, members include London 

Heathrow, Salesforce, Microsoft, Network Rail. 

• The Board is currently made of up 7 organisations: Nominet, PWC, Good Things Foundation, 

Accenture, BT, Salesforce and Lloyds Banking Group 

• Membership is free; on sign-up organisations are asked to pledge and commit to 4 clear actions to 

support digital upskilling in their organisation and the wider coalition. 

Key documents: 

• The ‘hidden middle’ report. This report explores a number of factors that could be enhanced through 

increased essential digital skills 

• In our 2021-22 Annual Review, ‘Collective action for a digital world’, we look at post-pandemic data, 

and present a ‘state of the nation’ for workplace digital skills, reflecting on the huge impact Covid-19 

has had on digital habits, and the work still to be done. 

 

 

https://futuredotnow.uk/hidden-middle/
https://futuredotnow.uk/annual-review-2020-21/

