
00:06:21.990 --> 00:06:31.860
Linn: Thanks. So I see some thumbs up. Oh my goodness. The text 
stress. That's the worst part. Um, okay, good. You can hear me. Um, 
let's see. Here we go.

8
00:06:34.050 --> 00:06:34.320
Okay.

9
00:06:35.370 --> 00:06:35.760
Linn: All right.

10
00:06:37.350 --> 00:06:49.800
Linn: Start over. So super excited to see so many of you here. I 
wanted to do a few housekeeping notes and I will be posting my 
slides. Some of them are very dense and contain a lot of 
information. So don't worry, you'll have access to those

11
00:06:50.250 --> 00:06:58.710
Linn: I'll also be posting set of resources and links. So you'll 
have access to everything. Obviously if you want to take notes do, 
but I'll provide them access to all the resources.

12
00:06:59.160 --> 00:07:12.240
Linn: And the talk is that 25 minutes. So my hope is I'm going to 
sort of talk for about 25 minutes and then we'll have some time for 
some smaller group breakouts and then come back together for a sort 
of full group q&a and discussion.

13
00:07:13.770 --> 00:07:24.540
Linn: So please do use the chat for discussion and capturing 
questions kind of throughout, but I'm going to try to focus on 
delivering the talk and I will be sort of looking at the chat during 
and just

14
00:07:24.750 --> 00:07:33.210
Linn: So it can be a bit distracting. But, you know, please chat 
amongst yourselves and capture questions or comments and yeah and 
other than that.

15
00:07:34.530 --> 00:07:47.430
Linn: I wanted to mention that I'm coming to you today from Toronto 
and Toronto is the traditional territory of the Mississauga of the 
new credit than a snobby the Chippewa the hood and shiny and the web 
that people's



16
00:07:47.850 --> 00:07:54.450
Linn: And doing land or add recognitions like this one is one of the 
recommendations that came out of the truth and reconciliation.

17
00:07:54.720 --> 00:08:03.810
Linn: Commission here in Canada. So I think it's important for me to 
think about kind of my role as a settler on this land and wanted to 
kind of call that out to all of you today.

18
00:08:06.690 --> 00:08:07.290
Linn: So,

19
00:08:08.970 --> 00:08:17.280
Linn: Definitely nerve racking doing this, I'm going to ask you if 
you'd like to. I'm going to invite you to join me and taking one big 
deep breath. Before we get going.

20
00:08:23.040 --> 00:08:23.370
Okay.

21
00:08:25.830 --> 00:08:26.400
Linn: All right.

22
00:08:28.620 --> 00:08:29.340
Linn: So,

23
00:08:31.650 --> 00:08:40.410
Linn: On a bad day as a service designer as a consultant I complain 
that my job is just email and PowerPoint.

24
00:08:42.540 --> 00:08:54.600
Linn: As a trained industrial designer, it feels sometimes like I 
don't really make anything anymore and I long for more tangible 
results from my work and I worry a lot about the meaning and impact.

25
00:08:56.970 --> 00:09:05.460
Linn: So I think across the service design community. We're kind of 
having this crisis of confidence and it's apparent in some of our 
conversations

26
00:09:06.060 --> 00:09:19.410
Linn: So, two years ago, the theme of SDN global was designing to 
deliver and there was a touch point 10th Anniversary Edition issue 



from design to implementation. One of the Canadian conferences with 
change impact.

27
00:09:20.190 --> 00:09:28.320
Linn: And I think we're sort of having a bit of an existential 
crisis as service designers, you know, does my work even matter. 
She's just making a difference.

28
00:09:30.540 --> 00:09:40.200
Linn: I have a hypothesis that designs roots and craft and 
industrialized production lead to a mindset of a false sense of 
control.

29
00:09:41.820 --> 00:09:48.780
Linn: As designers, we know the power of making things of being able 
to create something from nothing.

30
00:09:50.040 --> 00:09:56.940
Linn: And this power is really magical to people, even at the level 
of sketching, those are skills that people feel are really, you 
know, cool and amazing.

31
00:09:57.300 --> 00:10:08.520
Linn: And for many of us. They're often why we became designers, we 
were creative children. We like to draw. We like to make things. And 
of course there's other pathways to but this was certainly mine, my 
experience.

32
00:10:11.610 --> 00:10:25.410
Linn: So I want to show you a little video of me at three years old 
drunk on this power. I'm going to change the audio output here and 
hope that this works, and that you can that you can hear, hear the 
video. So let's let's give it a try.

33
00:10:33.090 --> 00:10:33.420
Okay.

34
00:10:46.770 --> 00:10:49.410
Linn: So I hope that works we hear the audio. Okay.

35
00:10:50.580 --> 00:10:51.420
Linn: Okay, great.

36
00:10:53.280 --> 00:11:03.510



Linn: Yeah, so that's me as a three year olds, you can see that I 
was very bossy, and I wanted to decide about the pictures and in my 
family. We sometimes joke that that's why I became a designer, 
because I wanted to have that control.

37
00:11:05.130 --> 00:11:15.600
Linn: So, you know, drunk on this power of making things designers 
want to shape the world. And now we don't just want to shake things 
like chairs and posters and websites.

38
00:11:16.140 --> 00:11:29.400
Linn: But we want to shape things like policy and services and human 
relations. We want to be able to really consider the thing and it's 
next context and work on things like

39
00:11:29.820 --> 00:11:39.510
Linn: You know organizations relationship services and kind of move 
up this stratification of design thinking move up those level of 
complexities to the system and service level.

40
00:11:42.600 --> 00:11:57.450
Linn: One of the big challenges that we're facing though is that as 
that level of complexity increases the level of thing in this in our 
work really goes down, and it's much less tangible at the kind of 
policy or system or service level in general.

41
00:12:00.390 --> 00:12:06.750
Linn: This is really tough for us because it's hard when we no 
longer have a thing to point to or a thing that we made.

42
00:12:09.360 --> 00:12:14.550
Linn: Things win awards and we attach inherent value, I think two 
things.

43
00:12:17.250 --> 00:12:26.190
Linn: So we need to resolve the tension between being a designer who 
makes things and beings, one who impacts human relations.

44
00:12:29.670 --> 00:12:33.180
Linn: The trick is, though it was never really about the thing

45
00:12:34.350 --> 00:12:42.390
Linn: There is no inherent value in products are things there is 
value in their use and exchange so it's not really about what the 
chair.



46
00:12:42.930 --> 00:12:52.260
Linn: It's not really about the chair itself. It's about what the 
chair enables so it's about the power dynamic when you're lying 
there in the dentist chair and are putting all stuff in your mouth 
and asking you questions.

47
00:12:52.800 --> 00:13:05.970
Linn: Or it's the, you know, dynamic or happy memories of a family 
dinner around a table, perhaps. And so, even as an industrial design 
student I did quickly realized that it wasn't about a thing. Not 
really.

48
00:13:06.840 --> 00:13:16.500
Linn: So if someone said to me that I was going to design chairs for 
my degree project, I would have laughed at them. I think most of the 
good chairs are probably done at this point. But I did.

49
00:13:19.980 --> 00:13:23.550
Linn: So the tangible things are only a means to an end.

50
00:13:24.390 --> 00:13:34.260
Linn: This is my degree project. And as you can see I created these 
two chairs and these chairs were about trying to get people thinking 
about socialized expectations of gender behavior.

51
00:13:34.770 --> 00:13:48.720
Linn: So it was still really satisfying and quite hard, actually, to 
make the thing to make the actual chairs, but the outcome I wanted, 
wasn't to have made something, it was that I wanted people to change 
their mindsets, or at least ask new questions.

52
00:13:50.070 --> 00:13:54.870
Linn: So if the tangible things are only a means to an end. Then 
what is the end

53
00:13:56.070 --> 00:13:59.220
Linn: How do we start framing our work as designers around outcomes.

54
00:14:01.500 --> 00:14:17.190
Linn: In design, it seems to me that we talked a lot about things 
like objectives deliverables process tools and methods, a favorite. 
And I think we also talk about impact which could perhaps be a bit 
of a southern for outcomes.



55
00:14:18.390 --> 00:14:22.860
Linn: But I don't think when I was reflecting on this that I've ever 
really explicitly talked about outcomes.

56
00:14:23.100 --> 00:14:33.990
Linn: And so this was kind of the exploration that I set off on and 
I think perhaps we need a vocabulary and a set of tools for having 
these conversations and for starting to frame our work more around 
outcomes.

57
00:14:35.850 --> 00:14:54.300
Linn: So an outcome is a direct intended and beneficial effect, 
direct, meaning that you can kind of draw that line or connection 
between what you did and what happened intended meaning it was 
Intentional. Intentional or desired in some way and beneficial, of 
course, meaning that it was positive.

58
00:14:55.530 --> 00:14:57.900
Linn: So we're going to look at how this plays out in design work.

59
00:15:00.960 --> 00:15:19.080
Linn: So in design work, we have a series of inputs we do some 
design activities. That's usually our kind of processes tools and 
methods. Those producing output which we can think about things like 
the deliverables artifacts prototypes and here is typically where 
that thickness level lives.

60
00:15:20.670 --> 00:15:34.350
Linn: Those results in an actual life design so real world product 
or service changes and perhaps again if it's industrial design, you 
have a thing here too and that actual life design goes on to create 
outcomes are consequences in the world.

61
00:15:36.240 --> 00:15:47.670
Linn: And those outcomes have further long term indirect effects or 
outcomes. And so I thought this was actually really interesting 
because I've never made the distinction between outcomes and impact. 
So I thought this was sort of helpful.

62
00:15:48.960 --> 00:15:49.530
Linn: So,

63
00:15:52.260 --> 00:16:02.010
Linn: A couple of things that are kind of that I want to highlight 
here is that typical design outcomes includes social outcomes and 



impacts environmental outcomes and economic outcomes.

64
00:16:02.310 --> 00:16:12.780
Linn: And another thing that's quite interesting. I think in the 
context of service design is that historically a sign of the quality 
of the design process is that the actual licensed products or 
design.

65
00:16:13.170 --> 00:16:25.800
Linn: That result from the output are as identical as possible, or 
as similar as possible so that seen as a quality process when the 
sort of thing that exists in the world is as close to the 
specification or the output as possible.

66
00:16:27.900 --> 00:16:33.720
Linn: And I think part of what's happening is we often confuse 
outputs and outcomes and design work.

67
00:16:35.880 --> 00:16:51.090
Linn: We tend to conflate them and a lot of design practice and 
research has really developed around outputs and we continue and I'm 
guilty of this myself. We continue to structure agreements and 
projects and plans around deliverables and outputs, rather than 
outcomes.

68
00:16:51.690 --> 00:17:02.520
Linn: And I think what sort of challenging here is that 
stakeholders, most often care about outcomes. But we're asking them 
to interpret the value of our work through the lens of outputs or 
deliverables.

69
00:17:05.190 --> 00:17:08.880
Linn: So let's look at it again with a bit more of a service design 
lens.

70
00:17:09.990 --> 00:17:20.910
Linn: So in a service design project you have inputs and there's a 
post it note joke in there of course and input and know perhaps 
digital post it notes thing is, most of us are remote, most of the 
time.

71
00:17:22.140 --> 00:17:36.930
Linn: We have all of our you know methods that we use design 
activities we produce outputs, of course, the common ones are things 
like journey maps prototypes blueprints and so on. And those 
hopefully results in some kind of actual lives design and so on.



72
00:17:38.190 --> 00:17:49.440
Linn: And what I've observed in the service design community or the 
service design conversation is that we're often talking about how do 
we get from an output to an actual lives design. How do we bridge 
the implementation gap.

73
00:17:49.740 --> 00:17:54.240
Linn: And so I think there's an opportunity to go one step further 
and focus on outcomes.

74
00:17:56.760 --> 00:18:04.980
Linn: So of course outcomes are not really linear they're dynamic 
and they're being produced at all stages of design process and

75
00:18:05.490 --> 00:18:16.710
Linn: So, you know, when you take a sort of goods dominant logic 
view of the design of services, you think about design as adding 
value to a service and then that delivers value to an end user.

76
00:18:18.150 --> 00:18:29.520
Linn: But through more of a service dominant logic view, we can 
think about the value is being created throughout the process of 
designing the service as well as the value of the use of the 
service.

77
00:18:29.820 --> 00:18:37.530
Linn: And there's the sort of total co creation of value happening 
across both the process and the designing, as well as the use

78
00:18:40.110 --> 00:18:47.340
Linn: So through this lens outcomes become co created value 
throughout the service design process.

79
00:18:49.620 --> 00:18:58.500
Linn: So at the service level, and I loved a couple folks called out 
in the chat. I think some that are very similar to this, you know, 
at the service level the service design outcomes could be

80
00:18:58.800 --> 00:19:07.860
Linn: new or improved services changes to touch points or to 
interactions new service artifacts increase service efficiency, 
things like that.

81



00:19:10.170 --> 00:19:14.970
Linn: And in order to achieve service level outcomes we have to 
achieve organizational outcomes.

82
00:19:17.070 --> 00:19:23.250
Linn: So organizational outcomes of service design could be things 
like capability or capacity building.

83
00:19:24.600 --> 00:19:36.540
Linn: Creation of value convening new relationships, enabling a 
different solving problem process adoption of a new set of words or 
language changing behavior adopting a new mindset.

84
00:19:38.160 --> 00:19:41.910
Linn: And so really the material of service design is the 
organization.

85
00:19:44.220 --> 00:19:54.720
Linn: And when we think about service design work, a lot of the time 
we're working with the mat, as Dan Hill would talk about it. And a 
lot of these outcomes that we're talking about are not really 
tangible or visible.

86
00:19:56.130 --> 00:20:02.010
Linn: And so in order to be really good at achieving outcomes of 
service design is we need to be really good at working with this 
material.

87
00:20:06.030 --> 00:20:16.260
Linn: I think those service designers, at least I'm I've done this. 
We often think about organizations in a very mechanistic way where 
we expect to achieve outcomes by implementing a plan.

88
00:20:16.710 --> 00:20:28.200
Linn: And, you know, frustrated because we feel like why you know i 
blue printed it. I did the future state journey. Like, why is this 
not sort of happening in the way that I had hoped or that the team 
had kind of designed or planned.

89
00:20:29.760 --> 00:20:44.820
Linn: And a service designers and we aim to shape organizations, we 
need to realize that that cannot be controlled and prescribed in the 
same way that products can. So when you think about organizations as 
systems, you sort of assume that outcomes happen on the basis of a 
plan being implemented.



90
00:20:46.500 --> 00:20:56.550
Linn: So this was a bit of an aha moment for me because the latest 
and organizational theory suggests that we actually need to think 
about organizations as conversations

91
00:20:57.900 --> 00:21:08.640
Linn: And when you think about organizations as conversations you 
start to assume that outcomes happen when we join and affect the 
ongoing conversations within the organization.

92
00:21:12.630 --> 00:21:19.770
Linn: So through this lens, the outcomes of service design our 
changes to conversations throughout the service design process.

93
00:21:21.540 --> 00:21:37.920
Linn: But this kind of leads me to a bit of a tautology. If we're 
producing outcomes, simply by being there and by changing the 
conversation, then how do we know that we're going in the right 
direction. How that, how do we know that we're moving towards those 
desired outcomes.

94
00:21:41.280 --> 00:21:53.700
Linn: And so I think a lot of the conversations we have about, you 
know, KPIs return on investment measurement of design are trying to 
answer this question, how can we show that it's working.

95
00:21:54.510 --> 00:22:05.910
Linn: And I sometimes think of these you know McKinsey business 
value of design. I think that was maybe last year or the year 
before, a lot of buzz around that and I think of these as designs. I 
told you so moment.

96
00:22:06.630 --> 00:22:16.830
Linn: You know, a management consultancy or the design Management 
Institute has empirically shown or, you know, has numbers to prove 
that design works and design is good.

97
00:22:18.900 --> 00:22:20.610
Linn: I'm gonna let you in on another secret.

98
00:22:23.670 --> 00:22:39.240
Linn: Measurement and KPIs are really just proxies for value and 
proxies for outcomes. So they do help us to identify change from one 
state to another. And that can be really valuable and helpful. It 
has a role.



99
00:22:40.110 --> 00:22:50.070
Linn: But what I want us to remember as service designers, is that 
when a measure becomes a target it ceases to be a good measure. So 
that's good hearts law.

100
00:22:50.730 --> 00:22:58.650
Linn: And there's some really interesting examples of this. For 
example, if you ask hospitals to reduce waiting times

101
00:22:59.430 --> 00:23:11.850
Linn: The time people spend in the ambulance gets longer and they 
just admit people at the sort of last minute so that they can be 
seen quickly and artificially look like they've reduced waiting 
times

102
00:23:12.810 --> 00:23:29.880
Linn: Or similarly in health care if you ask people to focus on 
reducing mortality rates often what happens is they stop admitting 
the sickest or most elderly patients. And so the point here is just 
that there's always a way to gain a metric or game a target.

103
00:23:31.050 --> 00:23:38.790
Linn: And again measurement does play an important role. And we like 
this, as humans, because we really like certainty and quantifiable 
things

104
00:23:40.470 --> 00:23:44.910
Linn: So come back to the question, how do we know surface design is 
working.

105
00:23:46.860 --> 00:23:48.630
Linn: I'm going to ask you to consider this

106
00:23:50.400 --> 00:23:52.590
Linn: How do you know you're in love.

107
00:23:55.230 --> 00:24:08.760
Linn: What is working in these more complex intangible types of 
design where we want relational outcomes. We need different ways of 
knowing, and we need to integrate those more into how we do our 
work.

108
00:24:10.230 --> 00:24:14.400



Linn: What if we think about how people feel as an outcome of design 
work.

109
00:24:17.460 --> 00:24:27.090
Linn: People will forget what you said, people will forget what you 
did. But people will never forget how you made them feel so of 
course Maya Angelou

110
00:24:29.550 --> 00:24:38.190
Linn: So through this lens outcomes are changes to how and what 
people think and feel through the service design process.

111
00:24:39.450 --> 00:24:51.540
Linn: Now this might sound a bit sort of out there. So I'm going to 
share some slightly more tangible examples of ways we can start to 
incorporate or consider this in our process. So these are little 
signals or hints or experiments that

112
00:24:52.020 --> 00:24:57.150
Linn: I'm putting out as an invitation and an inspiration and and 
hopefully you might find some things you want to try

113
00:24:59.010 --> 00:25:13.110
Linn: So this is about showing change and feeling over time and. And 
so this was a project here in Toronto, working on redesigning access 
to social assistance at the city level. This wasn't a project I was 
directly involved in

114
00:25:14.040 --> 00:25:19.230
Linn: But SAFA who's the project lead did this thing that I thought 
was just so smart and incredible

115
00:25:20.700 --> 00:25:30.450
Linn: When she was convening the stakeholder groups often of folks 
who'd been through many, many change projects and, you know, may 
have had some skepticism or resistance in some cases.

116
00:25:30.810 --> 00:25:43.260
Linn: She just drew this very simple spectrum from skeptical too 
excited and would ask people at each sort of convening or gathering 
or session to plot where they were on this.

117
00:25:44.010 --> 00:25:56.100
Linn: Kind of spectrum from skeptical too excited. And you can see 
that in December 2015 there's quite a wide spread across, but 



there's a decent cluster down there towards the skeptical end

118
00:25:57.000 --> 00:26:10.080
Linn: And by March 2016 on the same spectrum. You can see that yes, 
there's a bit of a spread. But really, everyone has sort of moved at 
least to the middle and there's a much bigger cluster around the 
excited end of the spectrum.

119
00:26:10.680 --> 00:26:17.160
Linn: And so I thought this was just such a beautiful and simple but 
effective way of showing that change and feeling over time.

120
00:26:21.510 --> 00:26:33.750
Linn: We can also think about dashboards that incorporate other ways 
of knowing. So what if we paired our metrics and KPIs with some 
other ways of thinking about the work. So, for example,

121
00:26:34.800 --> 00:26:46.200
Linn: In the bottom right hand corner there you'll see an outline of 
a body and the reflection is around where in the body is this work 
being felt, is it a sort of heart.

122
00:26:46.710 --> 00:26:53.400
Linn: Reaction. Is it a head reaction is it felt in the guts, does 
it drive action from the hands

123
00:26:54.330 --> 00:27:10.410
Linn: And I think this is a really beautiful example as well of 
thinking about how can we as service designers bring this work home 
to the body to the physicality of what it is to be human and think 
about other ways that the work has experienced or felt

124
00:27:13.410 --> 00:27:17.820
Linn: So the last one here that I'll show as an example is the 
project. I worked on and

125
00:27:18.150 --> 00:27:34.110
Linn: This was a six month long journey mapping project. It was the 
first time this financial services organization had really done any 
kind of qualitative research and I really wanted to be able to show 
that. The work had, you know, outcomes and then it changed something

126
00:27:35.760 --> 00:27:46.050
Linn: So what we did was at the outset of the project. We asked the 
quite large cross functional team to answer a little survey aligned 



to the project objectives, where they

127
00:27:46.980 --> 00:28:01.140
Linn: Answered how much they identified with statements such as i 
can emphasize with what customers go through when researching and 
purchasing our product. I understand the highest lowest points in 
the customer journey and so on.

128
00:28:03.090 --> 00:28:12.720
Linn: And then at the end of the project when we've completed all 
the research produced the journey maps and insights and so on. We 
did the same project again survey, again, sorry.

129
00:28:13.920 --> 00:28:30.390
Linn: And so what you can see I find this very satisfying to just 
sort of go between these two slides, but there's a demonstrable 
change in you know people's knowledge and perception of their 
understanding of their customer. And to me, that's a huge win.

130
00:28:31.410 --> 00:28:34.620
Linn: Is this the most scientific and sort of rigorous thing know

131
00:28:35.460 --> 00:28:51.000
Linn: What is it a satisfying way to show that the work made a 
difference and had an outcome in people's knowledge, understanding 
and perception and I certainly think so, but the joke I make here is 
that it's still on a PowerPoint slides. So don't quite know how to 
get around that.

132
00:28:55.980 --> 00:29:00.570
Linn: So complex systems and service work is never done.

133
00:29:02.040 --> 00:29:04.230
Linn: There is no Mission accomplished.

134
00:29:05.760 --> 00:29:16.440
Linn: you're seeking system and service health rather than a final 
outcome we don't get that Rocky moment of like to lose, right, we 
don't get that.

135
00:29:17.640 --> 00:29:30.810
Linn: Oftentimes I think as service designers our outcomes are about 
how far down the road, we were able to kick the ball. This time, and 
all of our outputs and outcomes become inputs to the next evolution.



136
00:29:33.720 --> 00:29:41.850
Linn: So what if we think about service design outcomes as bridging 
narratives to get us to Horizon three

137
00:29:42.540 --> 00:29:52.290
Linn: So this is a model from futures that looks at the three 
horizons. So horizon. One is the current state that we find 
ourselves in, and it's in decline over time.

138
00:29:53.280 --> 00:30:05.370
Linn: Horizon three is the desired future that we want to get to 
there are signals, all of it, but they're weak in our current sort 
of timeline and we want to be able to get towards that desired 
future

139
00:30:06.360 --> 00:30:11.430
Linn: And the role of horizon two is to be that bridging narrative 
that gets us to where we want to

140
00:30:11.430 --> 00:30:11.820
Go.

141
00:30:13.110 --> 00:30:19.140
Linn: So what if our outcomes are those bridging narratives to 
Horizon three towards that better future.

142
00:30:23.700 --> 00:30:35.940
Linn: These outcomes don't really fit with a one is to one problem 
solution match. And so I've certainly talked about designers, 
problem solving, and this is something that was framed in the 60s by 
folks like Herb Simon

143
00:30:36.480 --> 00:30:40.020
Linn: Christopher Alexander john Christopher Jones and

144
00:30:40.620 --> 00:30:56.550
Linn: And so it's this idea that, you know, design is a problem 
solving kind of methodology and I think that this tends to fit quite 
well with the fitness levels of design. We had a problem. So we kind 
of made a thing. And now the problem is solved. We have a solution.

145
00:30:58.470 --> 00:31:02.100
Linn: But this mindset is no longer suited for the world that we 
find ourselves in.



146
00:31:03.210 --> 00:31:06.900
Linn: And for the levels of design higher up on that pyramid that I 
showed

147
00:31:08.640 --> 00:31:14.940
Linn: The certainties about design that we create for others. In an 
effort to sell it or to get buy in are false.

148
00:31:16.350 --> 00:31:23.550
Linn: Outcomes are not certain. And there's a lot more unintended 
consequences from our work and a lot more complexity that we're 
dealing with.

149
00:31:25.140 --> 00:31:39.660
Linn: And I think we can really see this during this time when all 
of our systems are really struggling and there are so many 
unintended consequences in our new reality of the policies and 
services and systems that were put in place.

150
00:31:42.330 --> 00:31:55.290
Linn: So Black Mirror creator Charlie Brooker talks about how to 
avoid missing unintended consequences of their tools and platforms 
social media companies should hire warriors and neurotics

151
00:31:55.800 --> 00:32:05.490
Linn: That would help right and exploring the sort of dystopia is 
taking those unintended consequences to their sort of darkest 
extreme

152
00:32:07.980 --> 00:32:22.830
Linn: So what if a service designers, we spend more time doing 
divergent thinking and ideation on the possible outcome space 
itself. And this isn't to be able to predict the future, but merely 
to get a better understanding of what some of the possible outcomes 
might be

153
00:32:25.590 --> 00:32:30.690
Linn: So we need to get better at exploring possible outcomes and 
unintended consequences.

154
00:32:32.220 --> 00:32:40.860
Linn: While also recognizing that the outcomes of our work as 
service designers are emergent hard to control and intangible.



155
00:32:43.140 --> 00:32:56.100
Linn: So what if in becoming not attached to outcomes. We actually 
got better at being humble and thoughtful about our role in creating 
them as designers

156
00:32:59.010 --> 00:33:08.490
Linn: What if the solution to our existential fixation on impact is 
to let go of designs attachment to control over outcomes.

157
00:33:10.680 --> 00:33:13.830
Linn: So I'm going to read a closing quote

158
00:33:15.000 --> 00:33:18.210
Linn: I'll ask you, I'll invite you to close your eyes, if you wish.

159
00:33:20.250 --> 00:33:31.170
Linn: When you are on attached. You have inner freedom you have no 
investment in their particular outcome. And so you do what is 
necessary in the moment.

160
00:33:32.520 --> 00:33:37.170
Linn: You explore every option and are receptive to all new 
information.

161
00:33:38.310 --> 00:33:48.330
Linn: You do all that, you know, to do and then trust because you 
have no attachment to either the results or how the result is 
produced.

162
00:33:50.550 --> 00:34:03.900
Linn: So thank you so much. Folks, I'm really excited to transition 
into some discussion and some breakout rooms. But thank you so much 
for listening and for joining the session today.

163
00:34:05.460 --> 00:34:06.060
Linn: So,

164
00:34:08.160 --> 00:34:19.200
Linn: I think our plan here. If it works for folks is that we're 
going to split into some breakout rooms of about four people for 
five minutes so that you can discuss what you've heard

165
00:34:19.560 --> 00:34:29.820



Linn: And honestly, a very open at question just around how do you 
think about the outcomes of your work and how has that you know 
changed or what sort of

166
00:34:30.210 --> 00:34:34.290
Linn: Inspiration or thoughts have you drawn from this talk and

167
00:34:35.100 --> 00:34:50.670
Linn: Angela is gonna help set up the breakout rooms will take five 
minutes and then we'll all come back together for a sort of full 
group discussion and Q AMP. A and I'm happy to answer questions, 
both for the remainder of the session or on Slack and so on.

168
00:42:06.570 --> 00:42:07.350
Linn: Hi folks, I

169
00:42:08.910 --> 00:42:09.450
Think we're

170
00:42:10.830 --> 00:42:12.030
Linn: Mostly back here.

171
00:42:16.470 --> 00:42:23.100
Linn: So I thought for this portion we have a bit of time. And of 
course if folks need to drop off of course do so but

172
00:42:23.490 --> 00:42:28.680
Linn: I thought I could take a look through the chat and see if 
there are any questions. And I'd also love for this to be, you know, 
as

173
00:42:28.980 --> 00:42:38.460
Linn: Attractive as possible. And so folks want to come off mute and 
ask the question, or want to chime in, please do so we'll try to 
sort of Wrangle the group as best possible

174
00:42:40.110 --> 00:42:48.720
Linn: But the first question from Alex is that a men's planning 
chair, yes it man slings what it's like to be a woman to men. No.

175
00:42:50.640 --> 00:43:04.920
Linn: Um, so yeah, great question, and actually was very funny 
because a couple years ago there was a lot of coverage of someone 
who did a very similar project sort of gender chairs. So anyway, no 



new ideas, right, everything has been done, or will be done.

176
00:43:06.360 --> 00:43:07.140
Linn: Um,

177
00:43:08.610 --> 00:43:18.870
Linn: Okay, Martin. Do you want to Martin. I'm not sure if you're 
still with us, but you had a question about when a target is a 
measurement and starting a good target. Do you want to talk. Yeah.

178
00:43:19.380 --> 00:43:28.710
Martin: Yeah. And so, yeah, I talked about this a little bit in the 
in the little breakouts and but obviously it was quite short. So we 
didn't get a huge amount of coverage but

179
00:43:29.310 --> 00:43:37.560
Martin: Yeah, it was basically just around thinking about it, you 
know, as humans, we like to be able to say, okay, that was 
successful, we like to get a book and stuff.

180
00:43:37.950 --> 00:43:45.570
Martin: So how do we, if it's constantly kind of I obviously I love 
the thought provoking and the idea of just clicking down the road 
and doing the best we can.

181
00:43:45.960 --> 00:43:51.330
Martin: And and that is the obviously the ideal way to think about 
it, but it's kind of about how do we avoid burnout.

182
00:43:51.660 --> 00:43:57.450
Martin: And, you know, because we're constantly not having that you 
know we can't just put up a candle something and say that was really 
successful

183
00:43:57.750 --> 00:44:08.190
Martin: And then if that was in one job on one project. How do we 
then maybe relay that highly successful that was to maybe a future 
employer when you're looking for a different job, that kind of 
thing. I think

184
00:44:08.220 --> 00:44:15.000
Linn: All it's such a good question, isn't it, and it's like I kind 
of think about that metaphor of like when you scale a mountain.

185



00:44:15.000 --> 00:44:16.710
Linn: And you have kind of base camp, so you

186
00:44:16.710 --> 00:44:30.420
Linn: Can look back at how far you've come. And I do think it's 
really important for teams and for for yourself to be able to have 
those moments where you take a step back and you celebrate the big 
and small wins.

187
00:44:31.800 --> 00:44:35.700
Linn: And that you have ways to be able to demonstrate and talk 
about those.

188
00:44:37.050 --> 00:44:45.720
Linn: You know, I guess I think about it as almost like point in 
time, the measurement. So like even the survey that I showed from 
the sort of six month journey mapping

189
00:44:46.050 --> 00:44:54.870
Linn: You know, that was a point in time. And that's quite a nice 
one to be able to kind of show off and say, oh, look at me, people 
this much more confident that they understood their user and

190
00:44:55.470 --> 00:45:03.150
Linn: But I don't honestly really know if they're still using that 
work and what impact or outcomes. It's gone on to have. And you 
know, I hope it's a good one.

191
00:45:04.530 --> 00:45:12.660
Linn: But I don't know. I don't know if that helps. It's a little 
bit of like one part like try to be very zen about it and one part 
like celebrate the things you can maybe

192
00:45:13.620 --> 00:45:26.730
Martin: Yeah, no, it's obviously it's kind of just about continuing 
the discussion, isn't it him just like continuing the design and 
continuing the process and there isn't necessarily a right answer. 
Um, but it's just doing the best we can. So, yeah, yeah.

193
00:45:26.850 --> 00:45:38.700
Linn: I love it. It's such a good question. Yeah. Yeah. And I think 
it's making I think ultimately it's like making peace with that 
we're sort of all on this journey and it will never really be done 
in a way and that's sometimes. Yeah.

194



00:45:40.050 --> 00:45:41.760
Linn: Maybe, yeah.

195
00:45:41.820 --> 00:45:54.510
Martin: True. Yeah, I kind of ties it for getting older, sometimes 
all the things that were said today, just kind of merging together, 
but obviously talking about how am and I've gone blank completely 
forgotten. Sorry, guys.

196
00:45:58.200 --> 00:46:07.110
Alex Boschmans: It sort of ties in with with the discussion we had 
in the supreme about people saying like, I have a feel of the 
imposter syndrome.

197
00:46:09.780 --> 00:46:11.610
Alex Boschmans: And I think that's like similar

198
00:46:12.750 --> 00:46:13.140
Linn: Yeah.

199
00:46:14.910 --> 00:46:18.600
Linn: I think like the question that comes up for me is like, is it 
enough.

200
00:46:19.770 --> 00:46:36.630
Linn: Like, have I done enough is my contribution enough. Can I be 
satisfied with this as a as my input or participation, which I think 
is, I don't know, Alex. If that resonates. But that's, to me, 
connected to the imposter syndrome feeling, perhaps, yeah.

201
00:46:38.670 --> 00:46:39.210
Linn: And

202
00:46:39.450 --> 00:46:47.460
Linn: I think Jason. Did I see a hand. I'm sorry, I can't see 
everyone all on one screen at once. So please do feel free to pop in 
the chat, too. So we can track who

203
00:46:48.120 --> 00:47:06.660
Jason Bootle: I wanted to. And in terms of that measurement. And 
much like when you have a coach or a mentor and tracking like your 
personal development and what we've learned over time because it's 
that learning that then informs how we go forward and then maybe

204



00:47:08.370 --> 00:47:15.000
Jason Bootle: Maybe, you know, knowledge is power and it's money and 
all that sort of thing. But it's that. How can we

205
00:47:16.200 --> 00:47:26.400
Jason Bootle: That's the sort of tangible measurement, maybe that we 
could look at in terms of how we have we've moved on and that body 
of knowledge that we've added to it to an organization and 
individuals.

206
00:47:27.630 --> 00:47:30.030
Linn: I love that and maybe to build on it.

207
00:47:31.770 --> 00:47:35.730
Linn: Like I work with, like, a lifting coach and

208
00:47:36.960 --> 00:47:42.630
Linn: It's really interesting to draw those comparisons. If you have 
some, you know, some some other domain where you work with a coach.

209
00:47:42.870 --> 00:47:52.860
Linn: Because it teaches you a lot of it. The process of goal 
setting and adjusting goals and reflecting and it's, I think, I 
loved what you said, because it's really not. It's not static. Is it

210
00:47:53.550 --> 00:48:03.510
Linn: But it still can be very valuable to kind of do that looking 
back and see what see what you've learned and sort of think about 
like that sort of snowball that's gathering in a way

211
00:48:08.580 --> 00:48:14.790
Linn: Hey, just checking. You have any other hands. I think I hope 
I'm going to pronounce this. Okay. But is it will Pender

212
00:48:16.500 --> 00:48:19.350
Linn: And you're right, yeah. Awesome.

213
00:48:23.370 --> 00:48:39.480
Bhupinder Mann: And I was just saying that I actually the talk 
resonated really well with me. And so, thank you. I think even when 
I haven't been in design and I've been in other professions like 
research I've

214
00:48:40.530 --> 00:48:50.130



Bhupinder Mann: All I have always struggled with the question of 
what outcome. Have I achieved or what have I delivered often you 
kind of

215
00:48:50.520 --> 00:48:59.400
Bhupinder Mann: You know, research, for example, gets put on a 
shelf, which I'm sure many people in this breakout room conversant 
with and it becomes really difficult.

216
00:49:00.360 --> 00:49:13.170
Bhupinder Mann: To show the value that you bring and I think that is 
because I've spent so long, thinking about measuring a thing like a 
tangible thing but actually often so I'm a service designer.

217
00:49:14.100 --> 00:49:30.060
Bhupinder Mann: In government and actually government. It is really 
complex changing in making trying to make change happen in that 
situation is complex and actually you're dealing with probably quite 
low subsidies, our maturity as well.

218
00:49:31.560 --> 00:49:35.280
Bhupinder Mann: So yeah, I think, I think this has been. This has 
been great. It's been great for me.

219
00:49:37.110 --> 00:49:48.780
Linn: Thank you for sharing. And I'm so glad if it resonates because 
this is very much me putting it all out there of like all the things 
I'm really struggling with, like, all the questions that I grapple 
with a lot

220
00:49:49.440 --> 00:49:59.160
Linn: And I think that's right. And what it like what you mentioned 
about the the design maturity being low like I find a lot of the 
time, part of it too is about adjusting expectations.

221
00:50:00.570 --> 00:50:09.630
Linn: Like what your stakeholders are what people hope for when 
they're commissioning projects like they often want to see these 
really like we're going to increase this or that or reduce that or 
this and I'm like,

222
00:50:10.260 --> 00:50:15.270
Linn: Yeah, probably not, in my experience, I don't know if it's 
different for other people.

223



00:50:16.800 --> 00:50:20.040
Linn: So to me it's also an expectation management thing. I don't 
know.

224
00:50:22.170 --> 00:50:25.350
Bhupinder Mann: Yeah, that's a really good point. Don't. Don't over 
promise.

225
00:50:25.980 --> 00:50:34.590
Linn: Yeah, and. But then, like, on the flip. It's also super hard 
to be like, Well, you're gonna feel to French and you're going to 
have a new mindset. And I'm going to teach you some new words.

226
00:50:37.020 --> 00:50:46.260
Linn: You know, I'm thinking of it like features. But you know, it's 
like, I think that's also maybe not always the most satisfying 
framing. So I'm trying to explore. Like, what's a combination that 
can feel good.

227
00:50:46.680 --> 00:50:52.920
Bhupinder Mann: Feeling you with stakeholders who are who are 
measured against something very tangible

228
00:50:53.640 --> 00:50:59.730
Linn: That's a great point. Yeah, you have to have empathy for what 
they're working with as well.

229
00:51:00.870 --> 00:51:05.850
Linn: And like, I don't know if it feels this way to anyone else. 
But what I find a sort of funny is

230
00:51:06.360 --> 00:51:13.950
Linn: Through the process, the things that seem to be most memorable 
and resonant are the most intangible things like the conversations 
that are convened

231
00:51:14.490 --> 00:51:23.880
Linn: The experience people have the way they feel. Getting to try 
working in different ways. So I think that's also really 
fascinating, but it's not necessarily the cell up front.

232
00:51:27.540 --> 00:51:29.700
Linn: Yeah, thank you for sharing it.

233



00:51:31.110 --> 00:51:31.530
Bhupinder Mann: Yeah.

234
00:51:32.910 --> 00:51:33.510
I think

235
00:51:34.770 --> 00:51:41.400
Linn: Finley, you had a question here in the chat as well if you 
want to. Yeah, yeah.

236
00:51:41.430 --> 00:51:53.550
Finlay Clark: Just, just on sort of the thanks for sharing all but 
it's something yeah we we were talking about imposter syndrome and 
just some of the obviously resonates with us, but I just thought 
question of

237
00:51:54.510 --> 00:52:03.240
Finlay Clark: I guess is there is there like a threshold between 
between the kind of culture and those conversations that we that we 
end up having and specific artifacts and is there.

238
00:52:04.020 --> 00:52:16.140
Finlay Clark: I guess is, at least for you even is there is there 
like a clear line for you, where you can kind of go, you know, I 
know that I'm forgetting about all these things that I'm not 
including we keep track of law. Oh, yeah.

239
00:52:16.230 --> 00:52:24.780
Linn: I love that. I don't know if I have like a great brilliant 
answer, but I think we'll way. I do think about it is, or try to I 
don't always

240
00:52:25.140 --> 00:52:27.630
Linn: Do all of this like successfully and consistently but

241
00:52:28.020 --> 00:52:33.750
Linn: Like you can think about the artifacts as kind of the Trojan 
horse. Right. But that's the whole kind of downhill thing.

242
00:52:33.960 --> 00:52:45.090
Linn: Like the Trojan horse or the so I think I've also heard heard 
it described as like the boundary object. So, it produces this 
tangible thing like the journey map or the blueprint, or like 
whatever the thing is. The prototype.



243
00:52:45.540 --> 00:52:56.580
Linn: Produces kind of a boundary object or a Trojan horse for us to 
sort of gather around that enables some of the other stuff, you 
know, and it's sort of this thing of

244
00:52:58.050 --> 00:53:06.600
Linn: Like I also really fascinated with the kind of mapping thing 
and it's like the math is not the destination. It's the thing that 
helps us to get to where we want to go.

245
00:53:07.230 --> 00:53:11.760
Linn: But often, the sort of process of building that together.

246
00:53:12.630 --> 00:53:25.650
Linn: Is what's like super valuable and like the map can still be 
useful, right, because then you can share it around and stuff, but 
it's almost like in my mind, that's almost a throwaway because 
you've almost got most of the value in the process. But what's tough 
about that is it's very intangible.

247
00:53:27.000 --> 00:53:28.710
Finlay Clark: Yeah, that's a really nice way of framing.

248
00:53:31.140 --> 00:53:35.940
Finlay Clark: quickness thing as a as a boundary order forms 
everything really yeah thank you so much.

249
00:53:36.000 --> 00:53:42.360
Linn: Oh yeah, you're so welcome. And I love what you said, like the 
threshold. Right. And I suppose they're always all sort of

250
00:53:43.470 --> 00:53:49.350
Linn: There's an ecosystem of the tangible and intangible stuff. And 
yeah, it's it's complex. On some level,

251
00:53:51.630 --> 00:53:52.650
Linn: Yeah, of course. Yeah.

252
00:53:52.740 --> 00:53:54.300
Linn: And Carol. I think you have a

253
00:53:54.330 --> 00:53:55.290
Linn: Question here as well.



254
00:53:57.690 --> 00:54:13.620
Carol Pizatto: Yeah. And my question was about how we could avoid a 
service centers to get to a point where we are. So burnout of 
working on things that we don't necessarily see because they're that 
intangible, especially

255
00:54:14.760 --> 00:54:29.550
Carol Pizatto: I think when you were trained to come up with visual 
artifact. And also, then, when you're working in a huge organization 
like government, which is also my case where it's so

256
00:54:31.500 --> 00:54:40.920
Carol Pizatto: So I don't know, it's so hard to create change. So 
how do you avoid burnout denies other people in the call as well 
have any tips around that.

257
00:54:43.410 --> 00:54:44.760
Linn: I can definitely share some thoughts and

258
00:54:44.760 --> 00:54:47.430
Linn: Then if folks want to jump on and share how they deal with 
that I

259
00:54:47.790 --> 00:54:54.180
Linn: think that'd be awesome. Um, I think it's such a good question 
and I think it's like really hard.

260
00:54:54.960 --> 00:55:07.380
Linn: One thing I've seen is that folks often have a hobby outside 
of this like pottery that allows them to actually go back to the 
craft in the making and to have the satisfaction of throwing a 
cough.

261
00:55:08.940 --> 00:55:16.920
Linn: I tried pottery, but I'm way too perfectionist and I just, it 
was not relaxing for me. But I do think for those of us who

262
00:55:17.580 --> 00:55:27.600
Linn: Come from that, or who have a connection to that form of 
making our craft. I think that can be really nice to find outlets 
for that. Like, I tried to draw that more because I stopped drawing, 
even though that was like the whole reason I went to art school

263



00:55:30.420 --> 00:55:35.940
Linn: And yeah okay and I am i love you to top up here. And oh, and 
I saw decent to but let's go man.

264
00:55:36.720 --> 00:55:43.770
Emma Brute: Thank you so much. It's been such a great session that 
it's been a complete so relevant for me at the moment. It's been 
fantastic. Thank you so much, but

265
00:55:44.040 --> 00:55:50.670
Emma Brute: I've actually started documenting different 
interactions, different things that I'm doing on a daily basis, just 
a really simple spreadsheet.

266
00:55:51.060 --> 00:55:59.010
Emma Brute: The people that I've been involved with. And, you know, 
just the effects of that the impacts of that which has actually been 
really powerful.

267
00:55:59.550 --> 00:56:02.520
Emma Brute: And something that I wasn't anticipated would have such 
an effect on me.

268
00:56:03.300 --> 00:56:11.310
Emma Brute: But actually what that's helped me to do now is almost 
theme it as well into certain outcomes that I'm achieving which I 
can present back to the people that need to hear it.

269
00:56:11.730 --> 00:56:18.090
Emma Brute: And it makes me feel like I've added value as well. So 
it's been really great. And the other thing I'm sorry, not to go on 
that.

270
00:56:18.120 --> 00:56:18.960
Linn: I know of course

271
00:56:19.620 --> 00:56:25.680
Emma Brute: As well. And so in all the time because I feel like I'm 
actually finishing something so the

272
00:56:26.700 --> 00:56:33.180
Emma Brute: raft of things is that to be really and that's so true. 
And it. It's basically satisfy me in that way as well.

273



00:56:33.540 --> 00:56:42.060
Linn: Yeah, it's nice to have those things I think back to Jay. Oh, 
sorry, just that you can you can finish it, and you can be like, I 
made it so quotes and someone else is going to pop up. Sorry.

274
00:56:43.470 --> 00:56:49.530
Carol Pizatto: I was just going to say that at some point we were 
working on a project that I just couldn't see the end of and I was 
getting

275
00:56:50.040 --> 00:57:01.380
Carol Pizatto: Frustrated with it. And that was when we couldn't 
where I just clean the cut boards and I thought that was so 
satisfying because I could start

276
00:57:01.800 --> 00:57:11.160
Carol Pizatto: And get it done over the weekend, and I've done it 
with my own hands and I could see the outcome of it. So, and I just 
also want to say that at some point I felt

277
00:57:11.550 --> 00:57:22.020
Carol Pizatto: I don't necessarily know where my time he goes in a 
day because I'm working on presentations or on the meetings and this 
idea that you gave Emma is great because I started to kind of

278
00:57:22.650 --> 00:57:39.030
Carol Pizatto: I created a trailer board where I basically input 
everything that I did during my day. But I wouldn't necessarily 
attached to outcomes. And I think that you kind of went one step 
further, which makes it feel even more find useful with you. So 
thank you for sharing that.

279
00:57:40.350 --> 00:57:41.670
Linn: I love that. And I

280
00:57:41.730 --> 00:57:48.900
Linn: Kind of a flavor of what Emma shared I keep a bit of like a 
positivity file where, you know, if someone says something really 
nice after a

281
00:57:48.900 --> 00:57:50.670
Linn: Workshop or someone reaches out

282
00:57:50.670 --> 00:57:52.290
Linn: To say, you know, whatever.



283
00:57:52.620 --> 00:57:58.170
Linn: I'll keep a little long, it's kind of similar, but it's just 
kind of remember when I'm feeling very low.

284
00:57:58.410 --> 00:58:04.680
Linn: Or frustrated that you know it does have a positive impact on 
people in some shape. Yeah.

285
00:58:07.290 --> 00:58:14.490
Linn: And the all the end the stripping wallpaper here in the chat. 
It's funny, I love it. It sounds like we really relate to the whole 
like one of

286
00:58:15.540 --> 00:58:22.680
Linn: mine as well. And we don't do it because of covert but 
organizing events life always have moving the furniture, the most 
satisfying can sound like

287
00:58:22.950 --> 00:58:35.130
Linn: I moved to the chair from here to there and I set up the room 
and like really tangible and real. So it sounds like some folks 
relate to that having a boxed project that you are sort of tasks 
that you can see the results.

288
00:58:39.240 --> 00:58:46.260
Linn: unless I'm missing anyone. Those were the questions in the 
chat. Does anyone else have anything they want to share or ask

289
00:59:02.010 --> 00:59:03.060
Linn: Oh, I see em if

290
00:59:03.810 --> 00:59:05.430
Emma Brute: You have to show your playlist as well.

291
00:59:06.060 --> 00:59:06.450
Linn: Oh, yeah.

292
00:59:06.510 --> 00:59:08.010
Linn: It's very short. But I will

293
00:59:09.840 --> 00:59:13.740
Linn: It's called fall or I guess autumn for you folks for many of 



you folks.

294
00:59:15.960 --> 00:59:17.760
Linn: Yeah. Yeah, I will. Absolutely.

295
00:59:19.200 --> 00:59:21.900
Linn: And Joe, you can you can tell us about stripping wallpaper.

296
00:59:23.280 --> 00:59:28.530
Jo Arthur: Wait, we're going to get to the end and then I'm going to 
have to hang them more wallpaper to confuse dripping wallpaper.

297
00:59:29.880 --> 00:59:33.810
Jo Arthur: Because we've only got like a tiny little bit left. But 
the world is still in here.

298
00:59:34.920 --> 00:59:37.200
Jo Arthur: So I'm going to do afterwards.

299
00:59:38.730 --> 00:59:39.600
Jason Bootle: Paper and

300
00:59:39.690 --> 00:59:40.410
Jason Bootle: Start piping.

301
00:59:41.880 --> 00:59:45.990
Jo Arthur: And we haven't so far. It's really awful 90s chip paper I

302
00:59:47.910 --> 00:59:56.040
Jo Arthur: Don't really know why we thought would be really good 
idea to take word in the middle of wood and put on a wall made of 
wood, but we didn't

303
00:59:56.880 --> 00:59:57.450
Linn: Have it

304
00:59:58.410 --> 01:00:03.210
Jo Arthur: So yeah, I think. Next is painting, which I'm hoping will 
be equally soothing. Yeah.

305
01:00:03.570 --> 01:00:08.580
Linn: It's funny, because I think different people find different 



things doing. Mine is definitely like the the kind of

306
01:00:09.510 --> 01:00:23.100
Linn: Home edit style organizing right like I don't know if you've 
seen that show on Netflix and it's such a weird thing because the 
world is burning. And then there's like two nice flight ladies 
putting things in clear plastic boxes and you're like grace I met 
and

307
01:00:26.040 --> 01:00:34.110
Linn: So like weird, but I think it is that satisfaction of feeling 
like you put order and control on things. Angela says sewing. Yeah. 
So, and

308
01:00:37.560 --> 01:00:44.760
Linn: So, folks, I think we're getting a prompt here that we're 
actually over time. So I really appreciate you all sticking around 
and

309
01:00:45.300 --> 01:00:53.310
Linn: Chatting and sharing and I really want to keep the dialogue 
going and it's so hard not getting to be in a room and kind of feel 
your energy and talk to you.

310
01:00:53.700 --> 01:01:12.930
Linn: So definitely feel free to reach out. I hope to see you and 
other sessions like thanks for all the feedback. And yeah, I really 
appreciate the participation and the thought and energy. So yeah, 
thank you and enjoy the rest of the conference and we'll, we'll see 
you around.

311
01:01:14.460 --> 01:01:14.700
Linn: Them.


