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Expert Tip

“It is critical to frame the problem or opportunity carefully. Many 
companies fail because they address the wrong problem or miss 

an opportunity altogether. It seems they spend too little time 
framing (and asking questions) up front, resulting in a jump to the 
solution based on their biases and not on the customer’s needs or 

desires.” 

Jeff McGrath 
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Organizations can use service design to improve 
the services that they offer now and to develop 

whole new value propositions, perhaps based on 
new technology or new market developments.
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Nature and Characteristics of a Service
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What is Service Design

“Service design helps to innovate (create new) or improve 
(existing) services to make them more useful, usable, desirable for 

clients and efficient as well as effective for organizations. It is a 
new holistic, multidisciplinary, integrative field.” – Stefan Moritz 
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Most popular Definition

“Service design helps organizations see their services from a customer 
perspective. It is an approach to designing services that balances the 

needs of the customer with the needs of the business, aiming to 
create seamless and quality service experiences. Service design is 
rooted in design thinking, and brings a creative, human-centered 

process to service improvement and designing new services. Through 
collaborative methods that engage both customers and service delivery 

teams, service design helps organizations gain true, end-to-end 
understanding of their services, enabling holistic and meaningful 

improvements.”
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Comment

“Lumpers will often argue it is all about the mindset. Being open, 
empathetic, asking questions, starting with ‘I don’t know,’ and learning 

by doing. You can call yourself anything you like, but if you share this 
mindset you are a service design thinker … or rather a service design 

do-er.” — Arne van Oosteroom
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Product Development Process for Services
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Tools of Service Design

• Personas

“Personas should have an expiry date of around 12 months. In a year, a 
lot can change in terms of technology, organisational, and policy shifts 

– and you don’t want to design based on old data.” — Hazel White
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Tools

Journey Maps

“Journey maps are the most flexible tool we use with clients. We use 
them in three ways: 1. To visually and transparently gather user stories 

when interviewing. 2. To understand how existing services work and 
uncover pain points and opportunities for improvement. 3. To envision 

future services.” — Hazel White
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Thank you :)
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