
–  @ E R I K W E S T E R D A H L  

“Service Design is a profession where the Service Designer sees 
an entire service, channel independent, from the end customers 

point of view. This is done to find areas where the service needs to 
be improved, even in areas where the customer is not directly 

interacting with the service. This is done through qualitative data 
collection directly from the end customers [users] to identify the 
problems causing dissatisfaction, and then developing concept 
solutions together with the end customers through an iterative 
design process. Service Designers don't ask the end customers 

[users] what they want, they find the true needs of the end 
customer [user] and operate based on those needs. This way, 
Service Design doesn't just treat a symptom of a problem, but 

creates recommendations for how to cure the actual problem."



T H E  D E S I G N  P R O C E S S
S E R V I C E  D E S I G N



E V E R Y  D E S I G N E R  H A S  A  S L I G H T LY  
D I F F E R E N T  A P P R O A C H  &  D I F F E R E N T  
D E S I G N  S P E C I A L I S M S  A L S O  H AV E  
T H E I R  O W N  W AY S  O F  W O R K I N G    



 The double diamond in more detail 

The start of a project is  
a period of discovery,  
gathering inspiration and 
insights, identifying user 
needs and developing 
initial ideas.

The first quarter of the  
double diamond model 
covers the start of the 
project. Designers try to  
look at the world in a fresh 
way, noticing new things  
and seeking inspiration.  
They gather insights, 
developing an opinion  
about what they see, 
deciding what is new and 
interesting, and what will 

1. Discover

The second quarter 
represents the definition 
phase, in which designers 
try to make sense of all the 
possibilities identified in the 
Discover phase.  

Which matters most?  
Which should we act  
on first? The goal here is to 
develop a clear creative brief 
that frames the fundamental 
design challenge to the 
organisation. Key methods 
during the Define phase 
are: project development, 
project management 
and project sign-off.

2. Define

The third quarter marks 
a period of development 
where solutions are created, 
prototyped, tested and 
iterated. This process of  
trial and error helps 
designers to improve and 
refine their ideas.  

Key activities and  
objectives during the 
Develop phase are: 
brainstorming, prototyping, 
multi-disciplinary working, 
visual management, 
development methods 
and testing.

3. Develop

The final quarter of the 
double diamond model is 
the Deliver phase, where 
the resulting product 
or service is finalised 
and launched. The key 
activities and objectives 
during this stage are: final 
testing, approval and 
launch, targets, evaluation 
and feedback loops.

4. Deliver

T H E R E  A R E  M A N Y  A P P R O A C H E S ,  B U T  T H E R E  A R E  
C O M M O N A L I T I E S …



discover  
define 
develop 
deliver

4  D I S T I N C T  P H A S E S



THE DESIGN PROCESS

Exercise: use this template to map out your current design process or 

the steps you take in how you go about solving “problem”

(10-15 mins)

problem

stated

solution

space

Service Design Vancouver
building innovation + value       for businesses and people

H O W  D O  T H E  4  P H A S E S  F I T  I N ?

?



T H E  D O U B L E  D I A M O N D
D E S I G N  P R O C E S S
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D O U B L E  D I A M O N D  -  S E R V I C E  D E S I G N  P R O C E S S

THE DESIGN PROCESS
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the steps you take in how you go about solving “problem”
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DISCOVER DEFINE DEVELOP DELIVER

SPECIFIC SOLUTIONS

GENERAL PROBLEM STATEMENT

SPECIFIC
PROBLEMS

USER-CENTERED
EMPATHETIC

NEEDS/VALUES
TOUCH-POINTS

BRAINSTORM

SPECIFIC
SOLUTIONS



A  P E R I O D  O F  
D I S C O V E R Y,  G AT H E R I N G  
I N S P I R AT I O N  A N D  
I N S I G H T S ,  I D E N T I F Y I N G  
U S E R  N E E D S  A N D  
D E V E L O P I N G  I N I T I A L  
I D E A S .  

D I S C O V E R

C O N T E X T U A L  I N T E R V I E W S

U S E R  S H A D O W I N G



D I S C O V E R :  K E Y  O B J E C T I V E S

• Identify the problem, opportunity or needs to be 
addressed through design  

• Define the solution space  

• Build a rich knowledge resource with inspiration and 
insights.  
 



D I S C O V E R :  K E Y  T O O L S / M E T H O D S
S TA K E H O L D E R  M A P S  

C U S T O M E R  J O U R N E Y  C A N VA S  ( T O U C H  P O I N T S )  

U S E R  S H A D O W I N G  

C O N T E X T U A L  I M M E R S I O N  

S E R V I C E  S A FA R I  

C O N T E X T U A L  E X P E R T  &  U S E R  I N T E R V I E W S  

F I V E  H U M A N  FA C T O R S  

U S E R  D I A R I E S / C U LT U R A L  P R O B E S  

T H E  F I V E  W H Y S  

C U LT U R A L  P R O B E S  

R E M O T E  E T H N O G R A P H Y  

A N O L O G O U S  M O D E L S  

C O M P E T I T O R S - C O M P L E M E N T O R S  M A P



M A K E  S E N S E  O F  A L L  
T H E  P O S S I B I L I T I E S  
I D E N T I F I E D  I N  T H E  
D I S C O V E R  P H A S E  

D E F I N E



D E F I N E :  K E Y  O B J E C T I V E S

• Analyse the outputs of the Discover phase 

• Synthesise the findings into a reduced number of   
opportunities 

• Define a clear brief for sign off by all stakeholders.  



T H E  J O I N I N G  O F  I N F O R M AT I O N  
P R I O R T I Z E S  T H E  H O L I S T I C ,  R E A L  S T O RY .  

T H E  R E S U LT S  H I G H L I G H T S  A R E A S  O F  
I M PA C T  F O R  A L L  U S E R S ,  B U S I N E S S  O R  
C U S T O M E R S .



D E F I N E :  K E Y  T O O L S / M E T H O D S
I N S I G H T S  S O R T I N G  

I N S I G H T S  C L U S T E R I N G  

U S E R  R E S P O N S E  A N A LY S I S  

E R A F  S Y S T E M S  D I A G R A M  

V E N N  D I A G R A M M I N G  

T R E E  D I A G R A M M I N G  

A C T I V I T Y  N E T W O R K  

U S E R  G R O U P S  D E F I N I T I O N  

C O M P E L L I N G  E X P E R I E N C E  M A P  

U S E R  J O U R N E Y  M A P  

S U M M A R Y  F R A M E W O R K  

D E S I G N  P R I N C I P L E  G E N E R A T I O N



S O L U T I O N S  A R E  
C R E AT E D ,  P R O T O T Y P E D ,  
T E S T E D  A N D  I T E R AT E D .   

T H I S  P R O C E S S  O F  T R I A L  
A N D  E R R O R  H E L P S  
D E S I G N E R S  T O  I M P R O V E  
A N D  R E F I N E  T H E I R  
I D E A S .  

D E V E L O P

PA P E R  P R O T O T Y P E

S T O R Y B O A R D



D E V E L O P :  K E Y  O B J E C T I V E S

• Develop the initial brief into a product or service for 
implementation  

• Design service components in detail and as part of a 
holistic experience. Alignment across all channels  

• Iteratively test concepts with all user groups. 



“It turns out that whilst design agencies are very 
good at providing advice on how to re-invent the 

customer journey, they are not so good at actually 
implementing the customer journey. Worse, the re-

invented customer journey may not actually be 
implementable at all if the service providers internal 

operations cannot cope with the change.”  

excerpt from: fivewhys.wordpress.com

http://fivewhys.wordpress.com


I M P O R TA N T  C O N S I D E R AT I O N S :

TOUCHPOINT ALIGNMENT 

CROSS CHANNEL ALIGNMENT 

IMPLEMENTABLE SOLUTIONS  



D E V E L O P :  K E Y  T O O L S / M E T H O D S
E X P L O R E  C O N C E P T S :  

P R I N C I P L E S  T O  O P P O R T U N I T I E S  

O P P O R T U N I T Y  M I N D  M A P  

VA L U E  H Y P O T H E S I S  

P E R S O N A  D E F I N I T I O N  

I D E A T I O N / B R A I N S T O R M  

C O N C E P T  M E TA P H O R S  &  A N A L O G I E S  

R O L E - P L A Y / A C T I N G  

C O N C E P T  D E L I V E R A B L E S :  

P R O T O T Y P E S  ( P H Y S I C A L  A N D  M A P P I N G ) ,  S K E T C H E S ,  

S C E N A R I O S ,  S O R T I N G ,  C L U S T E R I N G ,  C A TA L O G U E ,  



F I N A L  T E S T I N G ,  
R E C O M M E N D AT I O N S ,  
A N D  A P P R O VA L S .  

I M P L E M E N T  L A U N C H ,  
TA R G E T S ,  E VA L U AT I O N  
A N D  F E E D B A C K  L O O P S .  

D E L I V E R

S C E N A R I O S

D I A G R A M M I N G



D E L I V E R :  K E Y  O B J E C T I V E S

• Taking product or service to launch 

• Ensure customer feedback mechanisms are in place 

• Share lessons from development process back into the 
organisation. 



D E L I V E R :  K E Y  T O O L S / M E T H O D S
F R A M E  S O L U T I O N S  

M O R P H O L O G I C A L  S Y N T H E S I S  

C O N C E P T  E VA L U A T I O N  

C O N C E P T  L I N K I N G  M A P  

F O R E S I G H T  S C E N A R I O  

S O L U T I O N  D E L I V E R A B L E S :  

D I A G R A M I N G  

( S E R V I C E  B L U E P R I N T,  B U S I N E S S  M O D E L  C A N VA S ,  

A L I G N M E N T  M A P P I N G )  

S T O R Y B O A R D ,  E N A C T M E N T,  P R O T O T Y P E ,  E VA L U A T I O N ,  

R O A D M A P,  D A TA B A S E , W O R K S H O P



T H E  P R O C E S S  I S   
I T E R AT I V E  &  O R G A N I C



T H E  D E S I G N  P R O C E S S  I S  A N …

RESEARCH INSIGHTS IDEATION PROTOTYPES

DISCOVER DEFINE DEVELOP DELIVER

ITERATIVE PROCESS



T H E  D E S I G N  P R O C E S S  I S  A L S O  A …

RESEARCH INSIGHTS IDEATION PROTOTYPES

DISCOVER DEFINE DEVELOP DELIVER

NON-LINEAR
PROCESS



C H A N G E  I S  I N E V I TA B L E ,   
S E R V I C E S  N E E D  T O  A D A P T  
S T R AT E G I C A L LY.  



-  A L B E R T  E I N S T E I N

"The significant problems we face cannot be 
solved at the same level of thinking we were at 

when we created them."



A  D E S I G N  J A M  P R O C E S S  I L L U S T R AT E S  T H E  
N O N - L I N E A R  N AT U R E  D U E  T O  A  F E W  
C O N S T R A I N T S .  

L E T ’ S  WAT C H  I T  I N  A C T I O N .



M AT E R I A L  R E F E R E N C E S :
1 0 1  D E S I G N  M E T H O D S   

B O O K  B Y:  V I J A Y  K U M A R  

D E S I G N  M E T H O D S  F O R  D E V E L O P I N G  S E R V I C E S   

H A N D  G U I D E  B Y:  K E E P I N G  C O N N E C T E D  -  I N N O VA T E U K . O R G  

T H E  D O U B L E  D I A M O N D  D E S I G N  P R O C E S S  D I A G R A M  

B Y:  S E R V I C E  D E S I G N  VA N C O U V E R  

G L O B A L  S E R V I C E  J A M  

G L O B A L S E R V I C E J A M . O R G  

VA N C O U V E R  G S J A M  2 0 1 5

http://servicedesignvancouver.ca/resources/toolkit/
http://servicedesignvancouver.ca/resources/toolkit/
http://globalservicejam.org
http://planet.globalservicejam.org/gsj15/jamsite/12032


T H A N K  Y O U .  S E E  Y O U  N E X T  T I M E !

Service Design Vancouver Meetup 
The Proces Of (Service) Design: An Overview 

Facebook Page - Share, Discuss, Peer Q&A  
Http://Www.Facebook.Com/Innov8Collective 

Twitter: @ServiceDesignCa + @Innov8Collective 
 
KaiShin Chu 
@Kaishinchu 
Kai@Innov8Collective.Com 

http://servicedesignvancouver.ca/designprocess/
https://www.facebook.com/innov8collective

