
Understand your people

Service design is about understanding 
people and their problems. Before doing 
any practical service design you need to be  
clear about WHO is using your end-to-end 
service, and WHO is delivering it... Both your 
customers, and your service actors. 

Good service design unifies both experience 
and delivery.

Choose your techniques 

Once you have your tool, you must decide 
how to use it - blueprinting for example.

This is a practical workshop to map out your 
service from end to end, by breaking it into 
its component parts and interrogating it.

Blueprinting:
 
•   Highlights connections by facilitating 

conversations with the right people 
•   Unifies understanding and direction by 

creating a shared view of the problem 
from the perspectives of users and service 
actors

•   Melts the iceberg of ignorance and lays 
the groundwork for the way forward

Bring it all together

Get your people in one room, pick two facilitators, 
get a lot of Post-Its and a big wall, and start 

blueprinting your service! Create a view of the ‘as-is’ 
and come up with ideas about how challenges could 

be solved in a future ‘to-be’ service!
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Align on principles

Service design is often driving organisation change. 
People who deliver your service need to be involved 

in both designing it, and owning it in the future to 
help it land across the organisation. Get everybody in 

a room. Agree on why you are doing this. Come up 
with some principles, such as: 

 1. Make complicated things simple
 2. Make decisions with data
 3. Make sure you are solving the right problem
 4. Make sure you telling the right story

Choose your tools

To aid understanding, use a theory as a 
tool. Stage theory breaks a service down 

into 3 key parts.

1. Customers interact ‘frontstage’ with 
service actors across various touchpoints

2. A line of visibility shows the cut off point in 
terms of what the customer sees

3. Everything beyond is called the ‘backstage’, 
comprising of service actors ‘delivering’ the 

service, plus other elements such as policy and 
technology that make the service work.
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