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The Design Process
Double Diamond

L] L 1 ] L1 1] L 111
Discover Define Develop Deliver
Observation Personas Prototyping Presentations
Stakeholder maps User Journey Mapping Concept sketch Storyboard

Discover : Understanding Define : Envisioning Develop : Prototyping Deliver : Visualizing
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The Design Process
Double Diamond
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palhs b participation
culture hunt

participant joumals
contexlual nterviow
SIS SORNand Brainsionm
graphic faciltason
cocrention

filming

conjoint analysis
stonyoardng

senvics prototyping
empathy ools

shadowing

relaticnshin mapping
oskip wakIhoughs
ExPETIENGE BUVEYING
IO LPUOBCIDON document
BMNOgraphic USar regaarch
personis

cusiomar joumay mapping
service buegrint

H

THIS IS SERVICE
DESIGN THINKING
Stickdam & Schnelder

stakehalder maps
sarvice satarls
ehattowing

CuUstamer plamey Maps
contidual intenews
the five whys

cultural probes

Mabis ethnography

a day in ha iifa
exprtiabon maps
perana

idea generation

wnat if.

design sceranos
Soryboands

deskiop walkinrough
Survice prolotypes
Earvice staging

agie cevelopment
co-creation

seeybeling

sarvice bluepnnts
SOIVICE ol
customer Biacycie maps

Durkiness motel caniEs
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SERVICE DESIGN TOOLS
Rt www Servicedesignioots org!

Comdesigning

Ieo Senous play, design games, 1ol
piay, group sketching, issue cands,
Fough prototyping, atfinity ciagram,
molivation matrix, mind mep,
woryboard, siofylelling, charactsr
profias

Envigiening

wRrvice image, 1ouchpoint malte,
CViGENCING, pUTEanas, oflering map,
Infarachon fadie, actors map,
Informance, poster, system mag,
exparience prolotype, mock up,
moodboarnd, 1monow hoadlings,
storyboard, cusiomer joumey map,
conlext panoiama, characier profles

Tegting & prototyping

personas. Husprint. constuctive
Infieraction, senice prototyple, wizand
of G2, Capenence protolype, user
CABAS, MOCK U, REURSTc evaluaton,
Soryboard, cogriive walkInrough,
usability teshng, character proties

Implementing

task anatysis grid. role script, offering
map, Elugpring, spacincaton ,
tampilatas, sarvice prototypa, usa
cises, storyboand

LITERATURE REVIEW
ON SERVICE DESIGN

Vaajakallle et all

Mapping current shuations
customer journay, expensnce

carpe ol the servics. inbanvsws,
retiospective testing, informance

Generating and developlng ldeas
randemiser, isuaizations
prototyping | enactment,
Workshops, Improvisasonal theatre
and scananics. Personas | character
profiles / user descripons

Tools for difierent phases of
design process
* Understanding {Assessing) -

Benchimarking, criical incadent

tachniqua, acology magp.
sltmographical shdies. shadow.
Ing, trend scoutng

« Thinking (framing}: amnity
diagram, fishbone gagram,
touchpoints analysis

* Generolinglexploring):
bedy-slonming. randomizer,
unsocused group,

« Filtering (reducing): Heuristic
evaluation, personas, pluralistic
wabdhtoigh

AXPATENCE PrOIOtYPNg.
Pelaghors, SHcsal tetwank
magping

« Realizing (Bullding): Bhuspeing,
role seripl

FARMS 1 77| BE Chef

CARNEGIE MELLON
Prot. Shefley Evenson

Discover

envircament descrighon and user
and stakanolder needs identfica
tion (Shrough immersive research),
company/organization parceplion
fnd cote competency, market
conditions and brand aust

Symhesize

ProcEss mapping (stage 1
bapepring), stakenokler model and
GolCgy, CUSImes lypolody.
{personas), definftion of core
competency and brand vision jor
doclaration] and cultural model

Congtruct iService Innovation)

SENVICE MOMEN! Concepls, Senvice
SHing AN BveN! concapts
(processes), drall experience
stralegy (values, 1001, eic. across
OWChpoinls), eaperience prolotyp-
Ing {enactments), refine
(PrOgresshe resomlion], service
momen] concepts, survice slrings
and event CONCEPLS, Expanance
stralagy, service blueprinting
(requirdments specticatan o
GOCUMENtalion), expanience
prototyping (enaciments), senvice
tasting

Releace
wenvice pertarmance development

designDIVE Process Model

Discover

Deliver
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SE  oprd 4%, MSK Y HEI BUH He|, O0|C|0 FHISHE BB X | HIZ/MHIAC| A5 2,
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Value chain, CBI 0|5H mof, sA OfO|CI0] =& SHAIY RHE FH|St HSeR U
e Desk research, discoverHAH MM SFE Brain Storming, Storyboard,
Shadowing, Diary, CI|O|E 24, 5 Whys, | Business Model Canvas, Service Blueprint,
Interview Affinity Diagram Prototyping, Role play
UHES _ i MH|A 744
== Mlst | 84, Customer journey map, LIESyal-) Storyboard, Movie

Bz Y 2HE 28,

Raw Data 22

Pain point List,
g 2 ENE e,

Customer requirements

Idea,
Service Blueprint,
Business Model Canvas

Service Blueprint,
Role play
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observations

BHefx QIE{E (Contextual Interview)
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£4 : Innovation Through Design Thinking, Mat Hunter, IDEO
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O|5H2tA| X} (Stakeholders Map)

“&X : ‘Happier + Healthier' , 2006, John Zimmerman
http://xocoyotl.com/salsaverde/docs/%20DE2006_Gonzalez_Presentation.pdf
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(Service Experience Prototyping)
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Service Experience Prototyping

£X%| : CAN YOU DESIGN A SERVICE?,
1508(R0FZ.2| AHIAL|XIRI7|R)

Service Experience Prototyping
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Service Experience Prototyping

£X : IDEO, American Red Cross, Donor Program 7H& At
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= O = A Ol &
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Service Experience Prototyping
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& : Innovation Through Design Thinking, Mat Hunter, IDEO
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Role—playing
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EX : Engine-KIDP MH|ALCIX[RIY I & AEIN F, =0/, 2010
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25 : Design Thinking(2008), & E2t2, SHHEH| XL AR|E
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MHIACIRQI T2 HA 2 Aaure
- Understanding  Envisioning | Conceptualizing | Visualizing |

Understanding Conceptualizing Visualizir

* &3 : design DIVE A&l 1%L, 2011
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£ X : Closing the delivery gap, 2005, Bain & Company, Inc.
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tangible

&% : Tripod Design Co., Ltd.
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