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Service design is a methodology
that aims at creating the best
possible customer experience.

It involves both customers and
service delivery teams in a
human-centric, collaborative
approach. The customer
experience and the business
processes are considered
together to obtain an in-depth
understanding of how to best 
 deliver the expected services.

A human-
centric
methodology

What about us

Service design is an
exciting approach
to defining the
customer
experience and the
processes in
customer service.



What is
Service
Design?

The core function of
service design is to raise
the caliber of an
organization’s service. 

The novel approach to
such service innovations
and improvements is to
adopt a design-thinking
methodology, that will truly
put the human at the
center.  

With this approach, the
needs and specifications of
the customers come
foremost, and subsequently
the needs of the
organization and service
providers.

Using pictures, sketches,
and models, ideas can be
quickly formed and then
reviewed and discussed
with both customers and
employees.

A wide range of disciplines,
including product design,
ethnography, interface
design, consumer research,
industrial design, service
marketing, and corporate
strategy come together in
service design.



Service
Design
Principles
Five key principles inform
service design. They are:

1. Human Centered Design

Create your services with
the needs of your customers
in mind. You must be aware
of how users see the service.
Ask them how they feel
about utilizing the service
and what they anticipate
from it. What could you
improve upon? What are
the desired changes by your
users? Pay close attention to
the answers since they will
indicate where you may
improve. It ultimately comes
down to what the customers
desire.

2. Design Collaboration

Include all stakeholders in
your process of service
design. Users must be
involved at all stages of the
process, including design,
manufacturing, and
development, in order to
co-create value. Everyone
must have the chance to
offer their experiences and
thoughts 

on a specific service. For
instance, if you are is
creating a new app for the
clients of your restaurant,
the development team, the
social media team, and
customer reps should be
included in order to
understand what the
patrons often request. As a
result, your company will
provide better services and
all stakeholders will feel
appreciated.

3. Iterative Design and
Sequential Design

Sequencing will aid put
together all the pieces of
the customer journey while
iterations will progressively
fine-tune the design.
Customer journeys are
broken down into individual
touch points and service
interactions using service
design concepts. Service
moments are produced
when these are combined.
Every customer journey
includes a pre-service phase
when a customer contacts a
service, an actual service
phase where a customer
experiences a service, and a
post-service phase. A series
of connected activities
should be used to represent
the customer service
journey.

4. Lifelike Design

Visual aids such as models
and prototypes are useful in
service design. Encourage
your team to use graphics,
graphs, and photographs
wherever possible. These
kinds of visual aids are
simpler to understand, help
the team recall crucial
information, and help ideas
come to life. Use visual aids
throughout the service
creation phase to help the
development team optimize
their design and the client
satisfaction. 

5. Holistic Design

Consider every component
of the service and every
viewpoint from which it
might be viewed as a
service designer. Holistic
design takes into account
every client touchpoint as
well as the whole user
journey. Personas may be
used to highlight various
user journeys and
experiences for a more
comprehensive approach.



Simply said, a lot of businesses have
forgotten how their clients feel when using
their services and interacting with them.
The service design methodology assists
firms in refocusing and viewing their
service delivery from the perspective of
their consumers.

Organizations are in a better position to
make service innovation decisions that
increase customer happiness and
commercial results by intimately
understanding the experience of
individuals who engage with their services.

Why is
Service
Design
Important?
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Benefits of
Service Design

Gaining of more
accurate insights that
result in creative service
delivery techniques
that, in turn, make
consumers' experiences
more helpful, usable
and joyful
Heightened awareness
of the problems
customers have when
using services
Sharpened ability to
focus on the most
important problem to
address by removing
assumptions

When an organized
approach to service design
is taken, companies are
able to enjoy:

Fewer company
inefficiencies by
organizing and
streamlining service
delivery
Facilitated decision
process to strike a
balance between
company and
consumer demands
Development of a
more collaborative
company culture that
incorporates the needs
of all stakeholders in
solving business
challenges



Service design must not be confused with
designing a service. The conventional idea of
creating something, whether it be a product or a
service, places a heavy emphasis on aesthetics, or
how something should appear or sound.

Although this is a crucial aspect of service design,
service designers are more closely involved in
determining if a service is effective, meets a need,
and adds value. In addition to how a service is
used, service design takes into account how it is
provided and if it is necessary for it to exist.

Service design therefore extends well beyond the
obvious. Challenging and reshaping everything,
from operations to an organization's economic
model, is at the heart of service design.

Service
Design vs.
Designing a
Service
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Service Design
and
Development
Steps

The process of service
design is constantly
iterative, which means that
it goes through cycles of
learning, prototyping, and
improvement. Service
design is always changing
and getting better, much
like design in general.

A broad range of tools and
approaches are used at
various phases of service
design and development,
from investigating the
world of customers to
reflecting on customer
data, to eventually putting
service design
improvements into
practice.

It's common to think of
service design as a kind of
toolbox, with very simple 

elements taken from
branding, marketing, user
experience, and other
areas.

However, without a
method, attitude, or even a
shared language, such
tools lose a lot of their
influence and could even
lose their meaning. 



Service Design
Research, or

Discovery and
Exploration

STEP 1



The problem that a team is
expected to tackle is
frequently a symptom rather
than the true cause, which
needs to be surfaced before
further design activities can
be initiated.

After the project's purpose is
clarified, the team gathers
actual data on customer
experience and behavior.

To get a deeper knowledge
of the practices and routines
of the individuals they create
for.

To investigate people's
behavior, context, and
motives, service design uses a
number of tools and
techniques.

Personas, customer journey
maps, stakeholder maps, etc.
are examples of data
visualization tools. 

Service Design
Research, or
Discovery and
Exploration
Service design seldom begins
with the consumer, despite the
fact that it is a human-centric
approach that promises to
start with the customer and
place them at the center of its
process.

Understanding the culture,
organization, and objectives
of the business that is
delivering the service is the
first step. 

It's crucial to pay particular
attention to the team's
objectives as part of this first
step.

These visual methods can aid
the design team in
demystifying complicated
concepts and offering
original viewpoints on client
experiences. 

The problems and
opportunities identified during
this step are then prioritized
by the team. 



Service Design
Ideation, Creation 
or Concept Design

STEP 2



Remember that service design is an inclusive
process where errors are exploited to bring
better long-term solutions, rather than to
avoid mistakes. 

With an inclusive, iterative concept design
process, teams are able to take useful
actions early on and deepen their learning
far faster than if they were merely
exchanging ideas through quick reviews of
various service prototypes.

Service Design Ideation,
Creation or Concept
Design 
After a thorough and shared understanding
of customers has be achieved, observations
can be shaped into novel ideas and
concepts.

An essential component of service design is
idea generation, although this is not as
crucial as many people believe. 

Ideas are ultimately simply the beginning of a
larger evolutionary process. Coming up with
game-changing thoughts requires an
iterative approach, that includes  iterative
processes, including mass producing, mixing,
recombining, distilling, and evolving ideas.

To produce sustainable solutions, teams
should be organized to include all
stakeholders: Consumers, workers,
management, engineers, designers, and
other significant individuals who might offer
particular viewpoints.



Service Design
Prototyping,
Reflection 
or Testing

STEP 3



To achieve this, videos, pictures and
storyboards can be helpful tools.

By validating assumptions early on and
obtaining consumer input, prototypes help
prevent costly mistakes later in the design
process.

Service Design Prototyping,
Reflection or Testing
Next, ideas and their underlying assumptions
are tested through prototyping.

To investigate, assess, and explain potential
customer experiences for future service
scenarios, prototyping is employed. 

Prototyping is one of the simplest and most
affordable methods to demonstrate how a
concept for providing a service may
operate.

Customers must have a clear mental image
of the proposed service concept. 

The goal of this step is to give clients a clear
mental image of the proposed service.

Teams can learn a lot by testing things in a
low-fi style before settling on a final solution,
whether they are prototyping a tangible
product, such as a cardboard arrangement
for a new office space, or a way of
welcoming consumers. Prototyping should
also help check the service's emotional
components. 



Service Design
Implementation, 

or Roll-out

STEP 4



Prepare for the change by
communicating clearly to both consumers
and staff the future service design, and
by clarifying expectations.

Define the implementation stages upfront
to carry out the change consistently
throughout the organization.

Evaluate the change by checking the
consistency of implementation and
whether a consensus on the quality of the
new design has been achieved. 

To be successful, the implementation step
needs to:
 

Service Design
Implementation, or Roll-out
Several distinct disciplines may be involved in
the implementation of service design
initiatives. 

These can involve product development or
engineering for the creation of physical
products, software development for
applications, and human resources and
operations management for organizational
procedures and processes.

Change management at different levels will
often be necessary for the deployment of
new service concepts. 



Ready to 
start implementing
Service Excellence 

Best practices?

We educate and
accompany your teams

through the process.

Get Personalized
Advice

https://www.ehladvisory.com/customer-experience
https://www.ehladvisory.com/customer-experience

