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Role of this Document

This document will provide a description of the methodology to be used in the

development of living labs for the DEHEMS project.

This will include a step-by-step process map for the various stages of the project, from the

beginning to the end of the first operational cycle.

It is also intended that this document will be able to act as a blueprint for the
implementation of Living Labs on any given project, providing an effective, transferable

guide to the effective development of user communities.

However, it should be noted that the nature of Living Labs is such that the key goal is to
enable communities and provide the tools required for users to actively participate in

development, frequently in ways not expected or predicted by project managers.

Therefore it is important to emphasise that the guidelines provided are not intended to
restrict the flexibility of teams delivering Living Labs and that, wherever appropriate, teams

should be free to respond to the developments informed by user community collusion.



Overview of Living Labs Methodology

Living Labs are recognised as innovative and essential methodology in development of
consumer products and services. They enable user groups to actively participate in the
development of new ideas through real-world behaviours, enabling the management team
to focus research and development resources on those areas for which there is a proven

interest and demand.

Benefits of Living Labs

The key benefits to a Living Lab methodology are:

Real world implementation
Co-Design

Community innovation

Real world implementation

Living Labs enable the earliest possible implementation in a ‘live’ setting. This in turn
reveals issues that would only emerge after a traditional ‘launch’ phase, enabling early

identification and resolution.
Co-Design

Throughout the development of the product or service, live users can provide their
feedback. This enables development to benefit from the wisdom of crowds, rather than
the judgement of individual developers. It also means that development will, from day
1, be guided by the demands of the actual people who will be using the product or

service in a real world setting.

Living Labs offer the opportunity to manage the development as a continuous cycle of
feedback, change and implementation enabling a continuous move towards a

demand-led goal.



Community innovation

By providing Living Lab users online and offline platforms for collaboration,
development benefits from bottom-up innovation in the use of products built through
this process. In this instance, the users’ role is to define how the product is used
through peer to peer collaboration. This is likely to differ from the top down perspective
of the project and will engage the creativity of the whole community in developing a

product or service that addresses their needs.

A further benefit is that a community which has actively contributed to the development
of a product or service does not need to be ‘sold’ the benefits of the same. The
community is likely to have a stronger personal and emotional engagement with the
product or service than if it was something that was simply unveiled to them by an

unknown development team.

Success Criteria for Living Labs

Whilst any project will have its own individual goals and objectives, it is possible to

implement a separate set of measures for the success of a Living Lab itself.

For instance, it is quite possible that a well-run Living Lab could reveal an individual project

to be unworkable. This would represent a failure of the project goals whilst simultaneously

demonstrating a very effective use of Living Lab methodology.

The selected measures for success of a Living Labs methodology are:
Engagement
Effectiveness

Outcome

Engagement

To what extent has the user community been involved in the development of the
product or service? Do they feel that their contribution to the project has been
significant or useful? Has the level of involvement increased, decreased or remained

the same through the lifetime of the project?

Measures to include:



Survey of developer attitudes to user input.
Survey of User perceptions of the nature and impact of their role in the process.

Response rates to surveys/forums at start, during and end of project.

Effectiveness

Has the input of the user community actually provided relevant contributions to the

development of the project?

Although it is unlikely that a project will score highly on effectiveness without also doing
so on Engagement, it is possible. For instance, a single user could have a significant

effect on project development whilst the wider community fails to engage.
Measures to include:
List of innovations developed as direct consequence of User input

Survey of developer opinions to value of User input.

Outcome

How do the development and user communities feel about the end result of the
project? Note, this is a separate measure to the project-specific goals and is intended

to represent the perception of the effectiveness of the process itself.
Measures to include:

Overall satisfaction ratings for project from User and Development communities.



Processes for the Living Lab Methodology

Processes Pre-Recruitment

Before any Living Lab operations can commence, it is necessary to establish the
operational and human architecture required to sign up, process and manage users

efficiently and effectively.
The teams/workstreams and their responsibilities are:

Excom : The managing board of the project. Responsible for overall progress of the project

and signoff for individual elements as appropriate.

Central Marketing : This is the marketing and communications team responsible for
communicating at a National or International Level. They will manage and assist local
communications between Users and Delivery Partners and have responsibility for National
level brand identity and communications. This will include provision of templates and

marcomms material to local Delivery Partners.

Delivery Partner: This represents the authority or organisation which has a pre-existing
relationship with the Users. There may be more than one delivery partner where a project
is being implemented in multiple areas. The delivery partner will be the first point of contact

with the User Community and is responsible for maintaining these relationships.

Analyst: The analyst team is responsible for translating the data that results from all areas
of the project (quanititative and qualitative) into useful intelligence to drive the project
forwards. The analyst is responsible for the development of forums, focus groups and

questionnaires as appropriate.

Central Tech: The team responsible for the overall development of any technologies
behind the project. They will also provide training and last-line support to the delivery

partners as appropriate.



Legal: This team is responsible for ensure all relationships are appropriately contracted

and documented.

The processes and tasks required by each of these areas are shown

below.
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Process - Operational cycle

Further to completion of all pre-recruitment tasks, the project is ready to begin the

operational cycle.

One of the difficulties in prescribing processes for living labs is a tendency for written
process to become fixed human behaviours as individuals ‘follow the formula’. Thus it is
important to emphasise to everyone involved in project delivery that the essence of a
Living Lab is flexibility. If the process laid down prevents people responding to needs

identifies by the user community, it ceases to become a useful model.

To that end, a number of sub-processes have been identified. Whilst these are shown on
the process map at certain, distinct points, it would be more realistic to consider each of
these as a constant, ongoing cycle of input, change and output leading to continuous

incremental innovation.
Each operational cycle effectively divides into three phases:
Pre-launch phase

During this phase, Users are recruited to the project and any necessary equipment
installed. At this early stage, it is unlikely that there will be sufficient volumes of users to
provide useful analysis, and so the recruitment process will continue until these volumes

have been achieved.
Once this has been done, the project moves into
Active phase
The Active phase enables the Development team to focus on:
a) Collecting and analysing data in siginificant quantities and;

b) Nurturing and developing the User community to ensure the best results from the

Living Labs methodology.

Both of these activities will result in improved inputs for the continuous development of the

product or service.



The active phase will include a number of events enabling communities to come together
both online and in the real world, at which point user feedback will be solicited and their
input used to drive the co-design sub process.

Although development is incremental and continuous, each cycle has a pre-determined life

span at which point the Operational process enters the end of cycle phase.

End of Cycle phase

The end of cycle phase offers an opportunity to take stock of the project progress so far
and communicate any relevant results to the User community, Development stakeholders

and local, national and international press as appropriate.

Note: It is during this phase that project methodology evaluation takes place, assessing

measures of Engagement, Effectiveness and Outcome as described above.

Processes and tasks required during the Operational Process are shown below.



Operational Process



Sub-Processes

Throughout the Operational Process there are a number of sub-processes running. These

are:

Installation sub process
System evaluation sub process
Co-design sub process

Communications sub process



Installation sub process

The installation sub process details User set up requirements for the technology being
developed. This is NOT simply a matter of installing equipment however, as it is important
the the User is also trained in the use of the technology, made aware of their role in the
development process and shown the tools available to them enabling community

collaboration and input.

Installation Sub Process



System evaluation sub process

The simplest of the sub-processes, ensures that the central technical team are
consistently evaluating the technical performance of the system and, where appropriate,

performing controlled and documented upgrades.

System evaluation sub process



Co-design sub process

Possibly the most important sub-process representing continuous, User-driven

development of the project as a whole.

The co-design sub-process in the case of DEHEMS actually divides into 2 areas, as there
are research objectives (research results gathered and published) and action objectives

(changes in User behaviour).

In the case of research objectives, it is simply a matter of taking the results of the inputs,
comparing them against the stated research objective and either publishing the results
where appropriate or, where changes to the project are required, implementing those

changes and beginning the process anew.

For action objectives, however, there is an additional step. First, results are compared
between the project group and the control group. Whether the project is resulting in
improvements against control or not, the next step is to interrogate the data and

collaborate with the Users in order to establish exactly how that has been achieved.

This collaborative stage is crucial as complex, real world environments can frequently
produce expected results in unexpected ways and it is important to establish the true

reason behind how a result was obtained.

In addition, this collaboration will enable the development team to establish changes to the
project in order to align with user expectation thus improving positive feedback obtained in

the next iteration of the product or service.

This is, in many ways, is the key element that differentiates the Living Lab methodology

from the standard top-down development approach.



Co-design sub process



Communications sub process

As a pilot project funded by public sources, it is important that resultand analysis and

perceived project benefits are communicated to all stakeholders.

This ensures:
a) future funding is more likely to be approved,
b) public perceptions of projects of this nature remain positive

c) all stakeholders are aware of the achieved value

Consequently, a sub-process for communications has been developed to ensure
maximised use of project outcomes.

Communications sub process



Evaluation

At the end of each project cycle (and, on a lesser scale, on a continuous basis) it is
necessary to measure and evaluate the success of the project methodology as described

by the 3 criteria (engagement, effectiveness, outcome) above.

It is important to emphasise that whilst the end of each cycle provides a convenient and
useful point for evaluation and reflection, the process of evaluating the success of the
Living Lab methodology is continuous and is the responsibility of ALL members of the

development team.

In this respect, the process is similar to that of Total Quality Management in its focus on
‘customer satisfaction’ (in this case, the effective representation of the User community)

and the need for responsibility be shared among all members of the development team.



