
Designit / Rokilde nursing home, Kristiansund Municipality / Norway

THE SERVICE DESIGN AWARD

1. Overview

• Describe the product/ service before the project
 (industry sector/target audience etc..)
•  Describe the objective, target, market of the task  

2. Process 

• Design tools or methods and the process
• How did you gather (customer) insight?
• How did you test the product / service concept? 

3. The Benefits of design  
Where/how design adds value to..

• On the customer  
• On the organisation 
• On the competition / market

4. Effect

• Cause and effect
: Proof beyond reasonable doubt of a cause and effect between 
the service design and the results. Evidence of targets set in the 
original brief against the results achieved.

• Scale of effect
: Analysis of all effects, not just the primary effect as detailed in 
the brief. Often a better customer experience also includes more 
satisfied employees and better financial results. However, keep 
in mind that all the effects must be documented and substanti-
ated.
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(Entrant/ Client / Country)

Volunteer service for 
nursing home residents
A buddy system that ensures social care for elderly

Overview

Benefits and effect

Designit / Rokilde nursing home / Norway

Process

With the limited resources in staff that juggle a lot of daily tasks, 
Rokilde nursing home in Kristiansund municipality, Norway, 
struggled with providing their residents with more than basic 
medical care. This resulted in residents feeling bored and longing for 
something to look forward to in their daily life. This lead the nursing 
home management to look into how they could facilitate more 
“active ageing” for their residents, going beyond just their physical 
well-being.

As we age, we gradually loose the context of worklife, neighbours, 
friends and family. This service provides the nursing home the 

ability to deliver individual social care through the involvement 
of ”buddies” from the local community. Each buddy is carefully 
selected for each resident, and the purpose is to match individuals 
that share the same interests and curiosities in life. 

The buddy’s aim is to reduce loneliness by simply engaging in 
conversation, going for walks and encouraging participation in 
organized social activities. With this new service, the resident has a 
committed friend visiting every week, resulting in a meaningful and 
richer everyday life for both buddy and resident. 

The new buddy system has resulted in residents always having 
something to look forward to, feeling less lonely and engaging in 
more social activities. Many of the residents express that they are 
truly touched by the connection they experience with their buddy, 
and that they choose to spend their time to hang out with them. 
The buddies also express appreciation towards their new friendship, 
considering the value they gain from getting to know their new 
elderly friend and learn about their life experiences. 

The service was piloted fall 2014 and proved to be an immediate 
success. It gradually converted into a fully operating service, 
that later has scaled to all the five nursing homes in Kristiansund 
municipality. Starting with seven buddies at one nursing home 
during the pilot, they can now happily report that over 30 buddies 
are regularly visiting the seniors in all nursing homes in Kristiansund.

The user centered and 
collaborative nature of the design 
process ensured a service that 
truly met the needs and wants of 
the residents, staff and volunteers. 
By co-creating the new service 
with the volunteers and staff, 
based on residents needs, 
we secured ownership and a 
dedication towards realizing and 
implementing the service. 

I have received flowers from a 
woman who’s here just for me! 
Someone who cares about me

“
-resident Inger


