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Design 

-to make or draw plans for something, for example clothes or buildings

- concisely creating something

https://dictionary.cambridge.org/dictionary/english/draw
https://dictionary.cambridge.org/dictionary/english/plan
https://dictionary.cambridge.org/dictionary/english/example
https://dictionary.cambridge.org/dictionary/english/clothes
https://dictionary.cambridge.org/dictionary/english/building


”A service is an interaction between 
people, things and places targeted to 

produce value"

Penin, L.,  2018, Designing the Invisible



Service-Dominant Logic

”Service is the fundamental basis of exchange”

”Value is co-created by multiple actors, always including the beneficiary”

“Value is always determined by the beneficiary”



Exchange of  knowledge and competence…

”I need to go 
from A to B”

Public transport supplier

Destination Book a seat/ come on time

Planning the route

GOING BY BUS

Drive the buss

VALUE IS 
COCREATED!



Exchange/Interaction

Goals
Competence 
Competes
Price
Tech
Algoritms
Policy
…..
….

User Experience

Also needs design



Google:  Service Design Process



Design Principles

1. Human -centred

2. Collaborative

3. Iterative

4. Sequential

5. Real

6. Holistic

From ”This Is Service Design Doing”





Creating and defining frames for your project

- People
- Time
- Money
- Mandate
- Defining a starting problem

Involving stakeholders:

Stakeholder Map



Being curios about you user/customer

Researching user needs.
Exploring their experiences
Empathize with the people you are designing for!

Methods to use: 

Contextual interviews
User Probes
Participant observation
Empathy maps 
Personas  



Persona example



From assuming to understanding

Data visualization and analysis
Understanding and communicating the data

Method used:

User Stories
Mapping systems
Research wall
Mapping journeys
Clustering



Draw a baby





Example research and understanding



Solving the right problem before solving it right



Solving the problem

Creating a LOT of ideas!
The more ideas =a bigger chance of solving the problem 
right

Methods to use: 

Idea generation- ideation Sessions
Workshops
Brainstorming
Brainwrighting
Decision Matrix



Fail fast and learn

Create prototype-models of a service
Test with users
Engage the organization in the prototyping and 
testing 

Methods to use: 

Prototyping workshops
Sketching
Desktop walkthrough



Not only numbers

Evaluate if your service created value for the 
user… 
Don´t ONLY use surveys, talk to people

Methods to use: 

Surveys
Interviews



Trying it out! 



How did you get here today? 

Ask the user questions about his or hers journey to this venue today.

Before:
How did you know where to go? 
How did you by your ticket? Tell me more about how that worked? 

During:
Describe you experience of the journey? 
What did you think about the vehicle? Why? 

After: 
What did you do after? 
Would you go again? Why why not?

10 min



Place the answers in a Customer Journey
8 min

Before During After

Bying a ticket

Totally 
new buss

Rude 
driver

Met a nice 
passenger

The driver 
didn´t 
stop at my 
stop

Had to 
walk 15 
extra 
minutes



Focus on

NEEDS

INSIGHTS

REALITY

DOING

VISUALIZE

Instead of

SOLUTIONS

GUESSING

ORGANIZATION

TALKING

WRITING

Solving the right problem before solving it right
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Learn more about Service Design

This Is Service Design Doing

Get the book or use free service design methods

15 Principles of Good Service Design

Explore and use principles for designing services that work for users.

Practical Service Design

Hyper Island tool box
A rich and resourceful collection of workshop methods and templates for you to explore as an addition to the tools mentioned here. 

Design kit: Methods
Gives you even more ideas to explore and navigate through. Lots of methods to get inspired by when planning your workshops.

The master ideation tool box
Some additional thoughts about ideation and co-creation that might support some insights in this topic.

NN-group: Tips on planning a workshop

This site in total is well worth exploring and spending some time on if you want to learn more about user involvement and design thinking. With NN-
groups roots in digital user experience many articles are based upon that area of experience. With that said, many articles are more general and will 
give you broader insights in human interaction and design.

https://www.thisisservicedesigndoing.com/
https://good.services/15-principles-of-good-service-design
http://www.practicalservicedesign.com/
https://toolbox.hyperisland.com/
https://www.designkit.org/methods/
https://uxdesign.cc/the-master-online-ideation-toolbox-part-1-2-47401c3ad861
https://www.nngroup.com/articles/roadmapping-workshop/?utm_source=Alertbox&utm_campaign=b485577f45-EMAIL_CAMPAIGN_2020_11_12_08_52_COPY_01&utm_medium=email&utm_term=0_7f29a2b335-b485577f45-40673558

