
These methods work best when used in conjunction 
with other tools in the Designing for Human Connection 
suite.
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Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Benefits
A sense of warmth, literally 
(holding a warm mug), and figuratively 
(see Super Power below).

Top tips
⎯ On video: look around the room and 

see who is there, feeling the warmth 
from the mug.

⎯ On phone: silence is golden
⎯ If you can’t get a hot drink a 

warm self-hand shake does
the trick.

Super power
Research has shown that holding 
A warm mug in a social interaction 
generates feelings of trust and warmth 
towards the others there.

Start straight 
away

Needs 
preparation

Each person has a hot drink, holds it with both 
hands and takes 30 seconds to be with each other.

Hot mugs

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Benefits
This helps people to be more aware 
of their environment and to be more 
present. It can also reveal information 
about everyone’s environments, providing 
talking points.

Top tips
⎯ Give people enough time to really 

listen so that they pick up more 
sounds gradually and tune into their 
own environment. 

⎯ Ask people to mute their microphones 
while they do this so they can only 
hear the sounds close to them.

Start straight 
away

Needs 
preparation

Invite people to close their eyes and listen to the 
sounds around them for 30 seconds, then share.

Engage 
with sound

How did this work for you? Let us know  and we’ll share 
more goodies with you

http://bit.ly/2OlpqYy


Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Benefits
This extends the environment beyond 
the screen and heightens presence. 
Smells can evoke memories, which 
can be shared and enable whole self.

Top tips
To extend this, you might send 
participants something in advance so 
that they can all share in the same taste.

Baby step
If people aren’t able to bring or prepare 
food, it can be as simple as a cup of 
coffee.

Super power
Eating and drinking together is one of
the most fundamental  acts of human 
connection (and other primates).

Start straight 
away

Needs 
preparation

Ask people to bring emotive scents, such as 
essential oils, to an online meeting or event.

Bring 
& smell

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Benefits
This can extend the environment beyond 
the screen and welcomes the whole self.

Top tips
To extend this, you might send 
participants something in advance 
so that they can all share in the 
same taste.

Start straight 
away

Needs 
preparation

Invite people to bring food to your online services, 
meetings or events.

Bring food &
share taste

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Benefits
The self-hug can evoke a sense of warm 
touch. It can release endorphins and bring 
a few smiles to people’s faces. 
It works well on video, phone and even 
at the right moment in a user journey 
through a static webtool.

Top tips
⎯ ‘Invite’ rather than instruct people to 

do this and let them know it’s fine if 
they don’t want to or aren’t able to.

⎯ A self hand-hold can create similar 
feelings

Start straight 
away

Needs 
preparation

Invite people to raise their hands, wrap their arms 
around their back and give themselves a squeeze.

Self-hug

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Benefits
Eye contact is a foundation for everyday 
human connection. It doesn’t happen 
easily online, but this helps, creating a 
sense of togetherness.

Top tips
⎯ Draw an eye/arrow on a sticky note 

and place it next to your camera to 
remind you to it look directly into it.

⎯ Move your video close to your camera 
(and ask others to do the same).

⎯ You could extend this method by 
asking people to come right up close 
to their cameras so you can see the 
colours of their eyes, and visa versa.

Super power
Eye contact prepares the brain to 
empathise by activating the same 
areas of each person’s brain.

Start straight 
away

Needs 
preparation

Optimise your online video services for human 
connection by asking that videos are on and eye 
contact is made.

Engage with 
eye contact

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Taking a moment to do this simple 
activity ensures people feel seen. 
It raises everyone’s attention and provides 
a sense of validation and belonging.

Top tips
⎯ Do this slowly, with videos on.
⎯ Look directly at the camera as you’re 

saying their names so that people feel 
you’re really looking at them.

⎯ This works well at the beginning 
of an service interaction.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Saying the names of the people in the room to 
acknowledge and validate that they’ve shown up.

Who’s in 
the room

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
This will help keep your audience 
engaged and interested, encouraging 
them to be present and participative. 
In turn, this will help individuals connect 
with other people.

Top tips
Try asking your beneficiaries to help 
co-produce your activities or gatherings, 
this raises the level of autonomy.

Baby steps
⎯ Change the title of your gathering 

or the background colour of the invite. 
⎯ If you’re not sending out a physical 

or digital invite then you could create a 
Zoom ‘welcoming’ room for each 
gathering.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Every time you invite people to be part of an activity, 
be intentional in making your invitation fresh or new.

Fresh 
invitations

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
This ritual brings presence to an 
interaction, heightening a group’s sense 
of togetherness.

Top tips
⎯ If everyone does not have access 

to a candle, one person can light a 
candle and hold it up to the camera for 
others to focus on.

⎯ You could send everyone a tealight 
candle in the post before the 
gathering, blending the real and 
digital worlds.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

In a video call, request that everyone turn off their 
lights and/or draw their curtains, light a candle or 
hold one up to the camera.

Burn a 
candle

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Disconnecting from technology 
refreshes us, raises our energy, 
increases our sense of connection 
to our environment, in turn increasing 
our individual ability to connect to others.

Top tips
⎯ This works well when people have 

something to do with their hands 
o maintain their attention 
(e.g. a creative activity).

⎯ You might like to try running digital 
interactions in silence using shared 
tools like G suite

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Find moments in your service interactions to 
encourage people to disconnect from their devices.

Disconnect 
to reconnect

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Being ‘alone together’ can create 
presence and a sense of togetherness - 
without social pressure or expectation 
to talk or interact.

Top tips
⎯ Include moments of ‘offline’ activity 

in your services e.g. using pen and 
paper, going for a walk, having a break.

⎯ If applying this to an static digital tool, 
consider how you can send your users 
off your platform, but with an action 
that will bring them back.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Create spaces for people to be together, doing things
(e.g. work or activity), but not necessarily interacting.

Enjoy the
silence

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
This reminds us that we’re human, 
not robots! It helps us to engage 
and maintain people’s attention 
in the present moment.

Top tips
⎯ This is best done in very small 

ways, for example instead of asking 
‘How are you?’ ask ‘What did you 
have for breakfast?’

⎯ Think of ways to make people smile, 
laugh, feel some delight.

⎯ Go first in sharing, and invite 
people’s whole selves in response.

⎯ Use sparingly.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Find ways to bring surprise into the experience.

Building 
in surprise

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Static web tools (like websites) can be 
made to feel more human with small 
video updates and by placing audio files 
alongside text. These small touches all 
add up to a warmer environment for 
your community.

Top tips
⎯ Low fidelity recordings are 

preferable to slick production here.
⎯ Update these monthly to maintain 

relevance and freshness.

Baby step
Speak to team members who delivered 
services pre Covid-19. What would they 
like to share with your community?

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Include video/audio messages from your team 
to keep your digital tools familiar and human.

Lo-fi Hi

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
This method creates acknowledgement – 
ensuring people are seen and heard. 
It feels strange to do this but always feels 
wonderful to the other person. Being truly 
heard is rarer than you might think.

Top tips
Take it one step further and repeat 
verbatim. Start with ‘So…’ and then repeat 
exactly what you just heard. This helps to 
maintain attention on the other person.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

A simple technique – ‘What I heard you say was…’

Mirroring

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Where presence is the goal, avoiding 
distractions is essential. Being mindful 
of people’s attention helps you to be 
responsive to distractions and guide 
people back into focus.

Top tips
⎯ Keep displayed content to 

a minimum as an interaction 
narrows to its purpose.

⎯ Request people to close 
other windows on a video call.

⎯ Paradoxically, on a video call 
sometimes keeping the chat 
box open enables less distraction, 
not more.

Baby step
Ask for other devices to be put 
away as an interaction begins.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Keep the focus of the interaction simple, clear 
and leave space for human connection to land. 

Avoid
distractions

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
This method invites people to become 
more integral to the service or experience. 
This will usually raise their level of 
personal investment, trust - and raise 
their sense of self worth in the process.

Top tips
⎯ Be mindful to ask for simple actions 

that don’t demand too much.
⎯ On a video call this could be as simple 

as asking them to monitor the chat or 
keep track of timings for you.

⎯ You don’t need to wait until a person is 
a ‘veteran’ of your service. 
Try a small ask on day 1.

Baby step
Ask for other devices to be put away 
as an interaction begins.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Ensure people feel included, valued 
and needed by asking for their help.

Helping me,
helping you

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Friendly, 
simple words

Benefits
This language helps prevent alienation 
through language and therefore 
inequality. It can help them feel at home – 
and even cared for. It can set the tone for 
further interactions across your service, 
creating warmth and trust between 
people.

Top tips
⎯ Remove fear and break down 

barriers by using language that 
people are already familiar with.

⎯ Relate to the person rather than 
the ‘service user’.

⎯ To extend this method, you might 
want to conduct a language review 
across your service.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

When communicating with your audience make the 
language welcoming, jargon free and, where possible, 
personal.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Tuning into 
memory

Benefits
This language helps prevent alienation 
through language and therefore 
inequality. It can help them feel at home – 
and even cared for. It can set the tone for 
further interactions across your service, 
creating warmth and trust between 
people.

Top tips
⎯ Memories can be powerful and 

emotional so facilitate with care. 
⎯ Prompt people to recall a memory that 

evokes one or more of our conditions 
⎯ Consider your approach to any painful 

or traumatic memories that surface.

Super power
This method has the potential to reignite 
the conditions and effects of the original 
experience (but is also hard to predict).

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Ask people to think back to and ‘walk through’ 
in conversation, the memory of an experience 
that they have shared.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Grateful for

Benefits
Gratitude can encourage 
self-compassion and compassion for 
others. It places attention on the positive 
in people, which can make people feel 
good, and hopeful, as a collective.

Top tips
Gratitude does not need to be 
shared verbally. You could ask 
people to quietly reflect, draw or 
to type it into your digital tool.

Baby steps
⎯ Ask people to share one positive, 

descriptive word that sums up 
someone in the group or elsewhere. 
This is a way of showing gratitude 
without having to think of something 
specific they’ve done. 

⎯ Practice this within your 
team/organisation. What works there 
can be a test for your community.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Share your gratitude often and invite people to 
reflect on and share what someone else has done 
that they’re grateful for.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


50/50

Benefits
This approach helps create 
peer-to-peer relationships that can reduce 
separation between all (incl. you) and can 
create a high degree of all the conditions.

Top tips
To introduce this method in a video call, 
invite participants to consider their usual 
participation level – and ask them to 
bring the opposite to their participation 
that day.

Baby step
Start with voices. 
Are you talking too much? 
Are you listening enough?

Super power
This method reduces separation and 
can increase all the Conditions for Human 
Connection

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Intentionally consider and design into your interactions 
a balance of voices, participation and decision making.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Reciprocity

Benefits
This method sets the culture for 
the relationship, and promotes 
interdependence and equality. 
It invites active participation and 
creates a co-owned outcome.

Top tips
⎯ Think of this as a careful balance, 

acknowledge that this balance will feel 
different to different people – and that 
they might be more or less able to 
provide what is being asked for. 

⎯ Inclusive design involves multiple 
perspectives in design decisions.

Baby steps
⎯ In a conversation this could look 

like sharing something about 
yourself before you ask for 
someone else to share. 

⎯ On a digital platform this could 
be in the form of a an unexpected 
reward in exchange for adding some 
information.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Always give something back when you’ve received. 
Ask for something back whenever you provide.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


People 
are people

Benefits
Avoiding words such as ‘users or 
customers’ helps to us to see each other 
as the unique and complex humans that 
we are. This helps to achieve equality 
and build agency. 

Top tips
⎯ Create content (situations, words, 

visuals) that we all understand and 
can see ourselves in.

⎯ Try ‘the people we serve’, 
‘our people’ or ‘our community’. 

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Use human-centric language and examples in all your 
communications – refer to people as people rather than 
users or customers.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Hopes
& Fears 

Benefits
This creates space for people 
to share some of their whole selves, 
to enter a co-creation process and to be 
more fully seen and heard. Framed well 
this can work across phone, video and 
static web tools.

Top tips
⎯ Start with fears. It’s often easier for 

people to to start with negatives and 
concerns. This also means you end on 
a positive with the hopes.

⎯ Where possible, address people’s fears 
and confirm their hopes.

⎯ This exploration into your 
community’s needs and aspirations 
can then inform your service design.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Create moments of ‘togetherness’ at the beginning of 
a service experience by sharing your own hopes & fears, 
and asking others for theirs.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Field work

Benefits
This builds togetherness by developing 
a shared experience that we can relive 
together.

Top tips
⎯ This can be done as a duo 

or a larger group.
⎯ A book or reading group is 

a classic example of this.
⎯ Invite yourself and others to go 

for a walk, note your individual 
experiences and then come 
together to share.

Baby step
You can introduce this practice by 
inviting people to listen to a song or 
watch a TV show before the next time 
you come together.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Individually carry out the same ‘real life’ action, 
then come together digitally to share the results.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Be real

Benefits
Whilst avatars can be useful when 
anonymity is preferable, they can also 
prevent people building meaningful 
relationships. Real names and images 
can foster warmth and a sense of trust. 

Top tips
On a video call with vulnerable audiences 
you could introduce the idea of ‘virtual 
sunglasses’. Participants can have their 
video off, then turn it on when they’re 
ready to, with the camera facing the 
ceiling to begin with. They can slowly 
reveal more of themselves if and when 
they feel comfortable.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Use real names and pictures of people during service 
interactions, and show faces on video, where possible.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Peer power

Benefits
This is the ultimate example of doing 
‘with’ instead of ‘for’ or ‘to, reducing 
separation between and amongst you 
and the people you seek to support.

Baby step
Start with other methods here such 
as ‘Reciprocity’ and ‘Helping me, helping 
you’ to create a runway to more peer 
engagement.

Super power
Enabling and empowering people in 
the support of others has the potential 
to turn up all the human connection 
conditions.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Engage people as peer coaches in the support 
of others in your community.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Co-design

Benefits
This will enable greater buy-in for your 
work, interactions and activities ensuring 
equality of interaction as well as higher 
presence and accountability 
for all those involved.

Top tips
Set the scope for co-designing with 
people – decide what is up for grabs to 
develop and what is not.

Baby steps
⎯ Start by sharing and adapting these 

methods with your community
⎯ Try the ‘Over to you’ method as a small 

step into co-design.

Super power
This method has the potential to bring 
all of the human connection conditions 
to an interaction.

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Develop and test elements of services together 
with the people who use and deliver them. 

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Designing in ways for people 
to care about the experience 
of  others (yours and their peers) 
positively affects relationships and is a 
good step towards greater accountability 
and equality.

Top tips
⎯ Two-way feedback in digital platforms 

is a way to achieve this.
⎯ Hold ‘retrospective’ debrief sessions to 

discuss everyone’s experience of a 
service or interaction, and act on any 
feedback.

Baby step
See the ‘Grateful for’ method for a small 
way to begin this practice to bring all of 
the human connection conditions 
to an interaction.

My gain,
your gain

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Build in ‘skin in the game’ – two-way investment 
into your interactions and relationships.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
However small, following through on 
commitments helps to build trust and 
safety with others and saying sorry, 
as personally as possible, does the 
same – we’re not machines.

Top tips
⎯ Think before you say ‘yes’ to 

something. Is it within your capability, 
capacity and is it something you want 
to do?

⎯ When you ask and receive feedback, 
commit to acting on it and follow 
through.

True to
your word

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Do what you say you are going to do, consistently. 
Where necessary, make contact and apologise.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Sharing ‘a deeper truth’ than 
the first that springs to mind can feel 
risky, but invariably leads to greater 
equality and whole self.

Top tips
⎯ Be willing to say “I don’t know” 

and “I don’t understand”.
⎯ Give permission to people and set 

ground rules for them to be open & 
honest about their experiences and 
their feelings.

Baby step
Rather than holding back for the 
‘big reveal’, share what’s coming 
up next in an interaction/ service to 
manage expectations and help people 
feel prepared.

Radical 
transparency

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Explore ways to be unusually open and honest.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
This can feel risky but this kind of 
openness develops trust and reduces 
separation within groups. Levelling 
yourself with others in this way 
encourages openness and transparency 
from others.

Top tips
⎯ Share your hopes and intentions 

for a session at the beginning.
⎯ Separate yourself from your 

experience e.g. ‘I’m noticing that 
I’m feeling…’

⎯ On video calls – try not to use the 
private chat function, instead just 
share out loud.

No ‘meetings 
in meetings’

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Share pertinent thoughts with the group rather 
than using separate private meetings, chats or notes.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
This shows vulnerability 
and encourages the same in others. 
It builds equality and demystifies your 
process, breaking down barriers of 
‘them and us’.

Top tips
⎯ Make it easy for people to digest 

what you’re sharing to give feedback. 
⎯ Be clear what feedback you’re 

looking for. 
⎯ Keep feedback mechanisms 

short and simple.
⎯ Respond to feedback and where 

possible show that you have acted 
upon it.

Working
out loud

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Share work in progress and invite people 
to provide feedback.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Invitations can break down power 
dynamics, relieve pressure and help 
people feel ‘in control’ and therefore 
comfortable. This approach encourages 
greater agency, self-responsibility and 
equality.

Top tips
⎯ A good way of framing invites is: 

“If you feel comfortable/able/willing 
to try…”.

⎯ In live interactions it’s useful to offer 
alternatives e.g. “if you’d rather not, 
maybe take this opportunity to grab 
a hot drink.”

Invitational

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Frame activities or actions as invitations so they 
feel non-compulsory, e.g. ‘I invite you to tell us…’

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Paradoxically, being clear on boundaries 
provides a structure for more autonomy. 
It creates clarity for people on where they 
have control. It is a gateway to more 
human connection.

Top tips
⎯ On a video call this could look like 

breakout rooms for people to choose 
to pop in and out of.

⎯ This might include behavioural 
boundaries but keep space in formal 
interactions for whole self and 
spontaneous sharing.

Baby step
Initiate a conversation about boundaries 
and invite your community to set their 
boundaries for the digital space too – 
what’s okay and what’s not okay for them.

Establishing 
boundaries

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Make it clear to people how to engage 
in service interactions.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Sharing responsibility with participants 
requires you to trust them. This will 
make them feel valued and allow them 
to become more invested. It will also 
allow them to learn and grow.

Top tips
⎯ With most audiences this will work 

best when a participant has prior 
warning and time to digest and 
prepare. Putting somebody on the 
spot can make them feel 
uncomfortable.

⎯ Consider how you brief someone 
so that they have the greatest 
chance of succeeding.

Baby step
Begin initially by scoping the skills, 
enthusiasm and confidence levels 
of members of your community.

Over to you

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Invite a person to suggest and lead an activity 
or take responsibility for an action.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Structuring an opportunity for everyone to 
share a little of their whole self can set 
the tone for the rest of the interaction, 
builds trust and helps everyone feel heard 
and valued as an individual.

Top tips
⎯ Facilitation helps to ensure check-ins 

don’t become too long. In larger 
groups limiting them to 1 or 2 minutes 
can be a good idea.

⎯ A one word ‘check out’ at the end of an 
interaction fits in nicely with this.

Baby step
Sharing can be vulnerable. To begin, 
pose questions that provide a safe 
runway to greater connection, 
e.g. ‘What’s the (internal) weather for 
you today?’ or ‘What shape are you feeling 
like today?’. 

Whole person
check-in

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

At the beginning of an interaction, invite a group 
to ‘check-in’ by taking it in turns to share something, 
e.g. ‘What’s it like to be you today?’.

How did this work for you? Let us know  and we’ll 
share more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Showing someone around your space 
is the digital equivalent of inviting 
someone to come to your home or 
workplace. It’s a display of mutual 
respect, vulnerability and trust.

Top tips
⎯ You could facilitate a check in by 

asking each person to show the 
room that they’re in.

⎯ You could also ask people to find 
some interesting objects from the 
room to share.

⎯ For non-synchronous interactions 
you could invite people to share a 
photo of their space

Baby step
Initially, simply ask people to describe 
their room and one special item within it.

Show 
the room

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Take a few moments to use your webcam 
to show others the room or space you’re in.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Synchronicity enhances trust and 
togetherness in the brain. It gives 
people a sense of belonging to something 
bigger.

Top tips
⎯ Consider singing in harmony, 

breathing together, dancing to 
the same tune.

⎯ Always make this invitational and 
allow people to opt out if they’re not 
comfortable.

⎯ Consider how elements of your digital 
tools could engage people at the 
same time.

Baby step
Unless it’s something they usually do, 
people may feel anxious if you invite them 
to sing or dance. Clapping, humming or 
reciting words from a 
script can be a good place to start.

Super power
Doing something unusual together breaks 
down separation.

Synchronous 
activity

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Invite groups of people to clap, recite, sing, 
move or dance in sync with one another.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Prioritising whole self in the 
way we deliver services sorts the ‘human 
connection’ best from the rest. It builds 
relationships, one interaction at a time.

Top tips
⎯ Design in time for ‘inconsequential fun 

chat’ and allow space for individuality. 
⎯ Share a little of your own selves in 

your web copy and video sessions and 
provide space for people to do the 
same.

⎯ Chit chat is to humans what grooming 
is to chimps – don’t cross the line :-)

Whole
people 

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Leave room in your phone, video and web interactions 
for spontaneous welcoming in of others’ whole lives.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy


Benefits
Your teams have personalities, and likely 
your communities benefits from those. 
Weaving aspects of those personalities 
into the way you ‘show up’ digitally is a 
microcosm of what people can expect 
from you. You’re much more than it says 
on the tin.

Top tips
⎯ Consider developing web interactions 

and forms with creative options, such 
as drawing activities.

⎯ Give people permission to bring 
cake/snacks to your video calls.

⎯ Build in time for people to come 
together around an activity outside 
of any commercial or service 
transaction.

Play as 
a service

Conditions

Presence

Equality

Accountability

Autonomy

Whole self

Start straight 
away

Needs 
preparation

Encourage silliness, laughter and playfulness through 
your digital service with games, crafts and cake.

How did this work for you? Let us know  and we’ll share 
more goodies with you.

http://bit.ly/2OlpqYy

