What is service design?
Service design is a creative and iterative approach to innovation that connects
customer experience to business success.
It builds understanding of how and why people use services, and challenges commonly
held assumptions to create new platforms for growth and service improvement.

How does it work?

The key stages of service design (a.k.a. design thinking) are shown below using the
Stanford d.School design process. It works from insights and ideas to prototypes and
reduces risk through cycles of feedback with customers and stakeholders.
Focus areas include digital and physical touchpoints, delivery processes, products
and people - all the elements that come together to create service experiences.

It’s a mindset..
Service design is a creative and iterative
approach to problem solving, supported by
a mindset. Some features include:
Bias to action
It’s about doing, not talking or meeting
Embrace experimentation
Make rapid prototypes to learn fast
Radical collaboration
Bring together diverse viewpoints
Craft clarity
Turn messy problems into coherent vision
Creative courage
Find your creative edge, and enjoy it!

Methods

See the next page for an overview of methods
at each stage of the service design process.

Empathise

Define

Ideate

Prototype

Test

Who are you solving for?

What are their key needs?

How you will solve for them?

What really works for them?

Why does your work matter?

Challenge your assumptions.
Understand people and
context.

Define the opportunity that
motivates the search for
solutions.

Create, filter and select ideas
that will deliver value to users
and customers.

Build and evolve ideas with
cheap and rapid lo-fidelity
prototyping

Test your ideas to ensure that
they actually solve people’s
‘jobs to be done’.

Methods

Methods

Methods

Methods

Methods

- Interviews

- Problem framing

- ‘How to...?’ questions

- Investigative rehearsal

- Interviews

- Observations

- Jobs to be done

- Storyboarding

- Paper & cardboard models

- Observations

- Storytelling

- Root problem analysis

- Sketching

- Interactive prototypes

- Co-creation workshops

- Expert interviews

- Mapping actors & systems

- Idea clustering

- Desktop walkthroughs

- Expert reviews

- Self-ethnography

- Mapping journeys

- Filtering & selecting ideas

- Service adverts

- Service blueprints

- Developing key insights

- Personas

- Concept development

- Business model canvas

- Evaluation reports

Creative facilitation

Contact details

Facilitated workshops and 2-4 day sprints are the key working formats

Alex Menhams

of co-creative and co-design processes. The job of the facilitator is to

+44 (0)7931 703783

keep the work engaging, relevant, and productive in support of clear

alex@alexmenhams.com

goals and timeframes.

alexmenhams.com / creativeleadershiplab.com

Good design avoids this...

