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Service design bridges different disciplines together to innovate the way services are traditionally thought of and implemented. 

Terms to Know
· Users: People making use of a service or product
· Service Staff: People involved in service delivery
· Stakeholders: Persons, groups or organizations with direct or indirect stake in an organization
· Touchpoint: Any interaction a user has with your organization
· Channel: The medium by which a user interacts with the organization 

Principles of Service Design
· User Centred: Design your service experiences from a customer’s perspective
· Co-creative: Involve your stakeholders in the process
· Sequencing: Visualize your service through a series of interrelated actions
· Evidencing: Use physical artifacts to highlight intangible services
· Holistic: Consider the entire environment and experience of the service


	Personas
Often modelled after real users, personas are fictional profiles of individuals who represent the needs, interests, cultures, and habits of a particular social group. 
	[image: ]






[bookmark: _4k5u2ndu1il3]Service Design Notes  

Service design bridges different disciplines together to innovate the way services are traditionally thought of and implemented. 

Terms to Know
· Users: People making use of a service or product
· Service Staff: People involved in service delivery
· Stakeholders: Persons, groups or organizations with direct or indirect stake in an organization
· Touchpoint: Any interaction a user has with your organization
· Channel: The medium by which a user interacts with the organization 

Principles of Service Design
· User Centred: Design your service experiences from a customer’s perspective
· Co-creative: Involve your stakeholders in the process
· Sequencing: Visualize your service through a series of interrelated actions
· Evidencing: Use physical artifacts to highlight intangible services
· Holistic: Consider the entire environment and experience of the service


	Service Blueprint
A graphical tool that maps an entire experience for a user including what is visible and invisible to a user. 
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	User Journey
A map of a customer’s journey of a possible scenario or existing service. 
It tells a story.
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	Prototyping
Through the use of sketches, models or roleplay, prototyping offers a quick and cheap way to test service ideas before committing to them.
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