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Thank you for joining us in developing better

services for children.

You are holding a workbook that will help you view services through the eyes of a child. The 

workbook was created to support Save the Children Finland's online training materials and 

to serve alongside the material on child-centred service design. It is a tool for adults to 

support development. Above all, it helps support children's perspective and put things into 

practice. According to our observations, these things often also pose challenges from the 

point of view of implementation. It can be a small change or improvement to a service or a 

large development project concerning a larger service package.

The workbook includes reflection tasks, checklists and tools applied from service design. 

The reflection tasks support employees in examining their own attitudes and operating 

methods, in particular. The tasks are strongly influenced by the perspective of positive 

recognition: open-mindedness and the desire to reach out to another person's experiences, 

needs and wishes openly. The checklists remind you what is essential or important at each 

stage. The tools applied from service design help employees stop and reflect on the right 

questions so that the development is appropriate and in the right direction.

The workbook was created by employees of Save the Children Finland's Strength from 

Everyday Life (Arjesta voimaa) project, Reetta Kalliomeri, Janica Laimio and Hanna Tulensalo, 

who have a lot of practical experience in working with and developing with children. Anna-

Maija Ohlsson, a service design expert, was also involved in creating the workbook. The 

workbook's illustrator and layout designer was Oona Niskanen, who has practical 

experience of working with children as well as communication and illustration skills. 

Combining these areas of expertise was important and brought new insights on when and 

what kind of issues we adults should reflect on.

The workbook is suitable for all employees, supervisors and developers working with 

children who want to improve the services for children and families.

Please be ready to learn and open to surprises and insights!
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1.  STARTING POINTS AND PRINCIPLES

When you start to develop or design services and activities together with children, it is a 

good idea to stop and see how much you already listen to children and what practices you 

have experienced as good or what poses challenges to consulting children. It is equally 

important to reflect on the rights of the child. It is the responsibility of adults to take them 

into account at all times when dealing with children. Instead of celebratory speeches, it is a 

question of how we put the rights of the child into practice in our activities and 

development, and how they are reflected in the end result. We ask that you also pause to 

reflect on positive recognition as practical experiences and actions.

The most important question from the development point of view is 'Why'. There is no 

point in developing just for the thrill of development. It is therefore good to stop and think 

about the need for change behind the development. What is the need for change from the 

perspective of different actors and, above all, from the perspective of children?
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Reflection task: What am I already doing?

In what matters do I listen to children's experiences,
wishes and needs in my work?

What ways of reaching the experiences, needs
and desires of children do I already have at my disposal?

 

How do I take into account children's thoughts
or put them into practice?

How are children's views taken into account
when developing our activities/services?
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Tool: Defining the need for change

Why should the service be improved or developed?

ACCORDING TO THE CHILD?

FROM THE PERSPECTIVE

OF THE RIGHTS

OF THE CHILD?

 

FROM ANOTHER PERSPECTIVE,
PLEASE SPECIFY:

FROM THE PERSPECTIVE

OF THE ORGANISATION'S

GOALS?

 

ACCORDING TO THE ADULTS

WHO ARE IMPORTANT

TO THE CHILD?

 

What do I want to change or develop?

My way of doing things

A new policy or service

Something else, please specify:

An existing policy or service

A service package

What resources
do we have at our disposal?

 

How will we know that we have succeeded in meeting

the need for change, from a child's perspective?

Looking back to the future
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Checklist for realising the rights of the child:

ALL ACTIVITIES MUST TAKE INTO ACCOUNT
THE FOLLOWING FOUR PRINCIPLES:

 

Every child is equal and treated accordingly.
Nobody must be discriminated against or bullied.

Every child has the right to a good life.
Children can be themselves and enjoy life, and adults 
support their development.

Adults find out what children think about things.
It is important to ask children, listen to them and take 
them seriously and into consideration.

The best interests of children are realised in our services. 
The best interests of children must be a top priority in 
decisions and plans concerning children.

1.

2.

3.

4.

Reflection task: The rights of the child in my work

D ARLI EH  EC SE SEHT N TF IAO LS  T INH  MGI YR  WH OCI RH KW

EANM  Y INE  H PT R AO CD T IT CA EH ?W
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Reflection task: Positive recognition in encounters
with children

RECALL AN ENCOUNTER OR MOMENT WITH A CHILD WHERE:

 

 
 

 

 
 

 

YOU REACHED SOMETHING
THAT WAS IMPORTANT

TO THE CHILD.

YOU WERE 'ON THE SAME
PAGE' ABOUT SOMETHING.

TRUST WAS BUILT
BETWEEN YOU.

YOU WERE SOMEHOW ABLE
TO STRENGTHEN

THE CHILD'S WELL-BEING
AND POSITIVE SELF-IMAGE.

REFLECT AND WRITE DOWN
WHAT HELPED MAKE THIS HAPPEN.
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2. GET TO KNOW AND REACH

Understanding the needs, activities, experiences and thoughts of the child with as open a 

mind as possible is essential during this phase. It creates an opportunity to reach and gain 

insight on something new and meaningful. During this phase, you will be gathering 

information together with the children so that you can take the development in the right 

direction.

The tools applied from service design help you perceive who it is important for you to 

consult and which steps in the service path are relevant from the child's point of view, and 

direct your eyes to the child's experience. Through these, you can discover what you already 

know and what it would be important for you to learn more about.

When looking at information collected from children, we may sometimes pick up only what 

already feels familiar, so it is also good to consciously reflect on how to approach the things 

learned from children with an open mind and learn something new.
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Tool: Identify target groups

WHO DO I WANT TO IMPROVE THIS SERVICE FOR?
 
In the following assignment, you must group children and families based on the following:

1. What types of families and children are already using the services?

2. Who are we not reaching?

Who would we like to reach but not are not reaching?

Do you recognise children and families from the users of the services whose needs are not being met

in the desired way?

From the perspective of the rights of the child: Are our services non-discriminatory and are all kinds of children

and families free to express their views?
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Support questions for the service path tool:

SUPPORT QUESTIONS FOR BEFORE:

SUPPORT QUESTIONS FOR DURING:

SUPPORT QUESTIONS FOR AFTER:

 

Ÿ  Can the child contact someone before using the service?

Ÿ  What could make the child feel that the service is for them?
Ÿ  Can the child find understandable information before using the service?

Ÿ  What are the child's perceptions of the service? Where do the child's perceptions 
come from?

Ÿ  Does the child have information about the existence/content of the service?
 Where can the child get the information?

Ÿ  What kind of feelings does hearing about the service spark in the child?

Ÿ  Does the child feel liked and important?

Ÿ  Does the child have the opportunity to influence things?

Ÿ  Does the child understand what is happening?

Ÿ  What concrete things happen to the child?

Ÿ  Is the child taken into account, heard and seen?

Ÿ  Can the child act in a way that feels natural for them?

Ÿ  What kind of moods does the child sense?

Ÿ  What happens in the service through the eyes of a child?
Ÿ  What kind of feelings are associated with the use of the service?
Ÿ  Does the child feel welcome?

Ÿ  What does the child tell others about the service?

Ÿ  Can the child contact us afterwards?
Ÿ  Is the child contacted after using the service?

Ÿ  What happens next from the child's perspective?
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Tool: Service path

BEFORE

DURING

AFTER
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Tool: View the service through the eyes of a child

WHAT DOES THE CHILD...

THINK AND FEEL:

SEE:

HEAR:

SAY AND DO:

psssst..

PAY ATTENTION TO WHERE THE 
EXPERIENCE CAME FROM. DID THE 

CHILD DESCRIBE IT TO YOU OR IS IT 
BASED ON AN ADULT'S 

OBSERVATION?
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Checklist for insight:

Reflect on what surprises you.

Consider what stayed with you and what touched you.

Do not get stuck on what already feels familiar.

Consider how the rights of the child manifested themselves.

Pay special attention to the thoughts, activities and needs of the 
children who are often not consulted.

If possible, let the collected information rest and ask others to 
look at it with you.

AT THE END OF THE PHASE, IT IS GOOD TO COME BACK TO SUPPLEMENT 
AND CHECK THE 'DEFINING THE NEED FOR CHANGE' TOOL.

THIS IS TO ENSURE THAT YOU HAVE DESCRIBED IN CHILDREN'S WORDS 
WHY THE SERVICE OR ACTIVITY NEEDS TO BE CHANGED.
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3. BRAINSTORM AND TEST

During this phase, you get to develop insights into concrete solutions together with children 

and try them out at a low threshold.

When brainstorming, you get to play, meander and take leaps of faith. During the testing 

phase, it is essential to test the idea in practice and quickly, without any major effort or 

commitment to a single approach. Both phases are important. They require us adults, above 

all, to have the courage to immerse ourselves in activities with children. Brainstorming and 

testing are not always distinct phases – testing things with children may also bring up (new) 

ideas that should be taken into account.

Next, you will get a few reflection tasks, a checklist and tools to support the selection of an 

idea and evaluation of the testing.
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Reflection task

IS IT EASY FOR ADULTS TO ACCEPT CHILDREN'S IDEAS?

WHAT HELPS OR PREVENTS ACCEPTANCE OF CHILDREN'S IDEAS?

Checklist for brainstorming:

You can vote with the children on which idea to test.

 Improve ideas together.

You have permission to meander.

Create a safe and encouraging atmosphere.

Do not criticise the ideas – accept even crazy ones.

Make sure the children understand what the ideas are needed for.

Ensure that all the children have the courage and opportunity 
to present their ideas.
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Tool: Idea selection

WRITE DOWN THE TOP 3 IDEAS CREATED WITH THE CHILDREN:

1.

2.

3.
PLEASE ALSO STATE IF THE CHILDREN HELPED CHOOSE THEM OR IF THEY WERE CHOSEN BY 
ADULTS.

EXAMINE THE IDEAS USING THE FOLLOWING CHECKLIST:

The rights of the child are realised
in the idea

The idea was created with the children

The idea was chosen together with
the children

 

The idea meets a need for change
or a development goal

The idea is easy to test

Sufficient resources already exist
for testing the idea

I/WE SELECT THE FOLLOWING IDEA(S) TO TEST:
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Reflection task

HOW DOES THE THOUGHT
OF TESTING THE IDEA

WITH THE CHILDREN FEEL?
 

WHAT CAN HELP
OR HINDER IN TESTING?

 

WHAT COULD BE
THE SMALLEST POSSIBLE TEST?

 

Checklist for testing:

“Testing cannot fail”

You can do tests as part of your normal work and on a small 
scale.

Do not be afraid to test a “semi-finished” product.

It is okay if the test is not successful. The important thing is 
learning!
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Tool: Evaluation of a completed test

HOW DID THE CHILD ACT (= SAY, DO, RESPOND)
IN THE TESTING SITUATION?

HOW DID THE TESTING FEEL?

SCARY FUN
EASY

UNNECESSARY EXCITING
CHALLENGING

OTHER, PLEASE SPECIFY
(DRAW YOUR OWN SMILEY)

 

WHAT WAS THE FEELING CONNECTED TO?

WHAT DID WE LEARN FROM THE TESTING?

CAN THE TEST BE PUT INTO PRACTICE?

 
 

YES, RIGHT AWAY!
I WILL CONTINUE TESTING IT
WITH THE CHILDREN

NOT SUCCESSFUL OR DOES NOT WORK

IDEA NEEDS REFINEMENT

REQUIRES FORMAL
DECISIONS DUE TO
BUREAUCRACY BEFORE
IT CAN BE IMPLEMENTED

OTHER, PLEASE SPECIFY:
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4. ASSESS THINGS FROM A CHILD'S PERSPECTIVE

Now, we assess whether the change was good and desirable. Did we meet the need for 
change that we identified at the beginning based on the needs and experiences of the 
children?

You can assess the impact of the change with a tool that pays special attention to whether 
the change was desirable from the perspectives of the child and the rights of the child. This 
requires us to think about the ways in which we can assess the success of the change 
together with the children and make the assessment together. It is worth it.

Successful development can also be assessed through how well the child's right to 
participate and influence things was realised in the development. Did the children have a 
safe space where they could express their views, and were the voices of all kinds of children 
actively heard? Were the children's experiences and needs genuinely taken into account and 
can they be taken forward by the adults? The model of participation developed by Laura 
Lundy provides a great checklist for evaluating this.

The evaluation never ends with the end of the development – it is important to consider 
how the quality of the service will be assessed through children's experiences in the future 
as well.

YAY!
I GET TO

INFLUENCE THINGS!



19

Tool: Impact of change

WAS THE CHANGE DESIRABLE FROM THE FOLLOWING PERSPECTIVES?

 

 

 

HOW DO WE ASSESS WHETHER THE CHANGE IS
DESIRABLE FROM THE CHILD'S PERSPECTIVE?

 

REMEMBER TO ALSO STOP AND
THINK ABOUT THE PERMANENCE OF THE CHANGE:

 

IF THE EFFECTS WERE DESIRABLE FROM THE ABOVE-MENTIONED PERSPECTIVES, 

HOW CAN WE MAKE IT AN ESTABLISHED PRACTICE AND CONTINUE TO ASSESS 

SUCCESS WITH CHILDREN?

 

 

FROM THE CHILD'S

PERSPECTIVE?

FROM THE PERSPECTIVE

OF THE RIGHTS

OF THE CHILD?

FROM ANOTHER PERSPECTIVE,
PLEASE SPECIFY:

FROM THE PERSPECTIVE

OF THE ORGANISATION?

FROM THE PERSPECTIVE

OF AN ADULT

IMPORTANT TO THE CHILD?
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Tool: Implementation of children's participation
in development

 

SPACE: VOICE:

Were children's views actively determined and
was space given for their free expression?

Did all the children have equal opportunity
to express their views?

Was the space safe, from children's perspective,
to share their views?

Did the children receive sufficient and
understandable information about what
their views were being heard about?

Did the children have the opportunity
to use different ways to express themselves
that felt natural to them?

Have the children been
told that expressing their views is
voluntary and that they have the right
to refuse to do so?

YES

YES

YES
YES

OBSERVATIONS:

OBSERVATIONS:

OBSERVATIONS:
OBSERVATIONS:

PARTIALLY

PARTIALLY

PARTIALLY
PARTIALLY

UNCRC ARTICLE 12:
THE RIGHT OF THE CHILD

TO EXPRESS HIS OR
HER VIEWS AND HAVE

HIS OR HER VIEWS
GIVEN DUE WEIGHT.

 
NO

NO

NO
NO

 

 

AUDIENCE: EFFECTS:

Did we consider beforehand how
the children's views could actually be taken into
account and taken forward?

Do the children themselves know who their views
will be shared with, and do they have
the opportunity to influence the audience?

Does the audience have the opportunity and power
to take the children's views into account and
put them into practice?

Were the children's views taken into account
by those who had a key role to play
in the matter?

How can we ensure that the child's perspectives
are genuinely preserved and have an impact
in practice?

How do the effects manifest themselves to children?
How are the children informed of the way in which
their views were taken into account or the reasons
for not being able to take them into account?

Sources:
https://ec.europa.eu/info/sites/default/files/lundy_model_of_participation.pdf

https://pesapuu.fi/2021/03/ajatuksia-osallisuudestaj-a-osallistumisesta/
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5. LESSONS AND INSIGHTS

It is wonderful that you have set out to view services through the eyes of a child. We hope 

that looking at the services through the eyes of a child can become a way of working for 

you as an employee and an operating principle for your work community. Changes and 

improvements do not happen spontaneously. Without asking the children, we will never 

know how successful we were.

At the end, it is good to stop and think about the journey from the point of view of your 

own learning. Whenever we develop services together with children and try to reach their 

experiences, we certainly learn something new about children's lives, but also about 

ourselves and our way of doing things.
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Reflection task

HOW DID THE DEVELOPMENT WITH THE CHILDREN FEEL,
WHAT WAS FUN, WHAT WAS PERHAPS DIFFICULT?

 

WAS IT EASY TO TAKE INTO ACCOUNT CHILDREN'S PERSPECTIVES?

DID SOMETHING REALLY CHANGE?

HOW WILL THE CHANGE BE SUPPORTED? HOW TO ENSURE THAT
CHILDREN ARE ASKED FOR FEEDBACK (OR THAT THE FUNCTIONALITY

OF THE CHANGE IS ASSESSED WITH THE CHILDREN)
EVEN AFTER THE ACTUAL DEVELOPMENT?

WHAT NEW THINGS HAVE I LEARNED ABOUT DEVELOPING WITH CHILDREN?
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