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Housekeeping

Support: 

his.transformationalsystemchange@nhs.scot

Share and contribute 
respectfully

Recording

Questions are always welcome 
and there will be plenty of 
‘discussion points’

All materials will be shared 
We’ll let you know when they’re available to view online



Share your thoughts, ideas and questions

Raised hand Chat box



Agenda

Combining service design and Improvement in Mental Health: How 
improving pathways of care has benefited from the use of pathway 
visualisation and user journey mapping

Scottish Approach to Change update

Evaluation

Q&A

Updates and closing remarks



Biographies

Ashley Hose

Senior Improvement Adviser in the 
Transformational Change Mental Health 
Unit in Healthcare Improvement Scotland. 
Ashley leads on the Reform in Mental 
Health programme which is about 
redesigning and developing pathways of 
care for people with complex mental 
health needs.

Dr Jackie Stirling

Clinical Psychologist working in Dumfries and 
Galloway Adult Mental Health Service.  Jackie’s 
role is split between managing and providing a 
psychology service within two community 
mental health team and co-leading in the 
development of an Emotionally Unstable 
Personality Disorder (EUPD) pathway and 
supporting the CMHTs implementation of said 
pathway.



Combining service design and 
Improvement in Mental Health: 
How improving pathways of care has benefited from the use of 
pathway visualisation and user journey mapping

Leading quality health and care for Scotland



Pathway Visualisation



Pathway Visualisation



Pathway visualisation



Triangulating the pathway through a person’s experience



Developing ideas

Reading level – Age 9 for 
accessibility

Q&A style format

More person-centred and 
inclusive plain  language

Easy presentation style



Background – Reform Mental Health

• Commission by the Scottish Government to reform mental health 
services for people who experience the most complex and enduring 
mental health conditions and who experience barriers to service 
access, poor care and poor mental/physical health and social 
outcomes

• The Personality Disorder Improvement Programme, as part of the 
Reform programme, has been commissioned from April 2024 to 
March 2026 to implement phase 2, building on previous work to 
improve the quality of care for those with a diagnosis

• Two areas: NHS Dumfries and Galloway and HSCP West Lothian



Why Improvement and Service Design



What we have done so far 

Understand what the 
current pathway looks 
like through 
Visualisation

Understand how the 
pathway works for 
service users from the 
perspective of the 
person

Prototype and Test 
ideas

Group facilitation to  
design and develop 
areas for improvement



Insights  

• Clear communication matters: We need to explain the service in 
a simple consistent way, so other teams know when to refer 
people, and service users understand what support they’ll get

• Setting expectations helps people feel ready: When people 
know what to expect, they can prepare, ask questions, and feel 
more confident about their care

• Everyone’s journey is different: Recovery is not linear, and 
support needs to be flexible and person-centred



Pathway Visualisation



How journey maps can be useful?



Prototyping and testing

First iteration

Reading level – Grade 9 
for accessibility

Q&A style format

More person-centred and 
inclusive plain  language

Easy presentation style



Prototyping and testing – user feedback

Need to focus on 
hope and personal 
progress, and avoid 
comparative words

Use inclusive, empathic and 
empowering language and 
tone – need to avoid phrasing 
that defines people by their 
diagnosis or uses of clinical 
phrasings

Reinforce recovery as an 
ongoing, supported process

Clarify the reasons for 
exclusion of some patient 
groups in a compassionate 
and transparent way

Consider accessible visual 
design – eg use visuals to 
show about the person’s 
journey in an engaging way



Story board style patient information leaflet

Second iteration



Reflections and learning

• Powerful method for opening and engaging in 
conversation – the process gave us space to think through 
and discuss the pathway and its complexities

• Provides colour - richness of information to aid 
development

• We all need a Chamithri



Scottish Approach to Change

Callum Alexander, Senior Strategic Planning Advisor 

Leading quality health and care for Scotland



The Scottish Approach to Change



The Scottish Approach to Change – digital resource

https://www.healthcareimprovementscotland.sc
ot/improving-care/scottish-approach-to-change/ 
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Check out more on the Online Resource

Scottish Approach to Change – 
Healthcare Improvement Scotland

https://www.healthcareimprovementscotland.scot/improving-care/scottish-approach-to-change/
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Updates and closing remarks

If you’re interested in learning more about the Scottish Approach to 
Change, a virtual session will be held on Monday 19 January, 
1.00pm-3.30pm. Keep an eye on the DCOP Teams channel for 
joining details.

The next virtual DCOP will take place on 25 February 2026.     

  



his.transformationalsystemchange@nhs.scot

Thank you
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