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Today’s objectives

To

So That

Share the basics on services design

You have an understanding of what service
design is, how it can help you improve your
programs, and how to start to implement

service design principles in your own
organization



What we'll cover

® 7

AN\ N\

Why Service Design? What is Service Case studies Questions?
Design anyway?
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Why Service Design?



WHY SERVICE DESIGN?
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Il Average Company lifespan on S&P Index in Years (Rolling 7-Year Average)
70

tdakin

1960 1965 1970 19%0 1955 2000 2005 2010
Year (each data point represents a rollmg 7-year average of average Ilfespan)
DATA; INNOSIGHT/Richard N, Foster/Standard & Poor’s



WHY SERVICE DESIGN?
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The forces of change

TECHNOLOGICAL
DISRUPTION

Omni-channel
experience

A1

supplemented
services

BEHAVIOUR
CHANGE

Increased
options

Cross—§ector
comparisons

COMPETITOR
INNOVATION

External
disruptors
cleaving value
proposition

Traditional
competitors
are taking
risks

REGULATORY
CHANGE

Greater
transparency

Privacy
change

Emphasis
on serving
“Public good”



WHY SERVICE DESIGN?

THE WORLD HAS CHANGED

How do we think about
experience and how
has that changed?




WHY SERVICE DESIGN?

80% of large organizations believe they
deliver a ‘superior experience’,
but only 8% of their users agreed.



WHY SERVICE DESIGN?

Organizations often focus on delivering the
functional aspects of their products and services,
without stepping back 1o actively design the
totality of the experience.



WHY SERVICE DESIGN?

Everything is more
connected and
complex.
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WHY SERVICE DESIGN?

- 3 Il
% Aol — ESF ER
Go to bank Withdraw money Make purchase

LINEAR PROCESS

Banking
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WHY SERVICE DESIGN?

coinsquare =L
[l g §
’ i N PayPal
. Pay ﬁ ’ | Interac
!
e-transtor
Wealthsimple
© We?hat Pziy amazon@\
GP ElAlipay ~
ONE EXPERIENCE
Banking
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WHY SERVICE DESIGN?

Organizational silos give a distorted view of the experience

Fraud
Prevention

Marketing Call/Centre Online/IT Branch/Retail
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WHY SERVICE DESIGN?

Seeing the real complexity of the experience from
the user’s perspective

Branch/Retail

Marketing

Online/IT

Call Centre

Fraud
Prevention
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WHY SERVICE DESIGN?

Problems we tackle

. A
/B \W ol Vaa\F
radiation

RBC TTC CREDIT UNION BRISTOL-MYERS
o . . SQUIBB
Redesigning the Understanding the Modernizing Improving patient
experience of user to develop a financial health experience of new
opening a bank 5-year strategic assessment tool oncology treatment
account plan
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What is Service Desigh Anyway?

®



WHAT IS SERVICE DESIGN?

[E;:I Service design is a discipline for
understanding and orchestrating
all of the factors needed to deliver win-win
Interactions between a service provider
and users, ensuring that the service is
usable, desirable, and creates value
across all channels.
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WHAT IS SERVICE DESIGN?
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ENJOYING THE TRIP

T

SEARCHING OPTIONS
AND PURCHASING

y DREAMING OF A é@

VACATION

CATCHING A FLIGHT

GETTING READY



WHAT IS SERVICE DESIGN?

ENJOYING THE TRIP SEARCHING OPTIONS
AND PURCHASING

®

CATCHING A FLIGHT GETTING READY
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WHAT IS SERVICE DESIGN?
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ENJOYING THE TRIP

CATCHING A FLIGHT

SEARCHING OPTIONS
AND PURCHASING

®

GETTING READY



WHAT IS SERVICE DESIGN?

A service links all of the touchpoints and
channels from end-to-end.

Service Design actively integrates an
ecosystem of channels and interactions to
deliver a seamless and fulfilling
experience to users.
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PROCESSES

COMMUNICATIONS



CASE STUDY

REDESIGNING THE
RENEWALS EXPERIENCE
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CASE STUDY bridgeable

|
’
CHALLENGE

How might we retain Telus customers by improving the contract-renewing experience?



CASE STUDY

FRONT OF HOUSE

CUSTOMER
EXPERIENCES

What people interact with
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™ INTERNAL WORKING SESSION

Define relevant internal touchpoints
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CUSTOMER RESEARCH

Understand the customer experience
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CASE STUDY

Vestibulum non elit fringilla
Aliquam eget erat

SUSCIPIT ODIO

Morbi consequot

orei mouris

():++ Pellentesque porttitor
massa congue, posuere

e

() sed (- Duis

» Neque

Il p

.. Donec eget blandit erat, vel
bibendum diam

~~~~~~ Pellentesque porttitor massa

congue, posuere
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PELLENTESQUE __“—_‘5 -

Aenean eget rutrum velit,

@ Duis iaculis

Em corionsenet quia net
officiu ihil invendi piendam
necabor quia

JOURNEY MAP

Articulate the customer experience
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CASE STUDY

TOOLS FOR FRONT OF HOUSE
Journey Map

Journey Maps combine
storytelling and visualization to
help teams understand and address
customer needs. It includes all the ‘ | | | |
stages customers go through when I G S G oM ol e e WU
interacting with a service. e -, | | -
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RAPID PROTOTYPING

Multi-channel prototype development




CASE STUDY bridgeable

The renewals dashboard

- Ensures a consistent omni-channel experience
- Tools that establish a simple and guided experience

"l Customer - Pr?videsla cltlz;Jr acknowledgement and reward of
signs into AL Ly £ . .
A g t and - Clearly displays information that supports reasoning for \
ﬁca?/? natzrs] the proposed offers |
Fam | g - Proposes multiple personalized offers and the ability to |
1 through the customize I
1 renewals - Engages customer with a personalized welcome and data
] dashboard related to personal usage & history !
! |
|

Front of House
Interactions

o~
-

) —
ne call from an ca

- Provides a clear acknowledgement and reward of - h
customer loyalty 1

- Clearly displays information that supports reasoning for I
Customer calls

the proposed offers I
torenew - Engages customer with a personalized welcome and data
and/or fulfill related to personal usage & history !

- Ensures a consistent omni-channel experience |
- Tools that establish a simple and guided experience 1

Back
of House
Processes

SERVICE BLUEPRINT

Outline internal and external interactions




CASE STUDY

TOOLS FOR BACK OF HOUSE

Service blueprints

Tetocom provides s postive sngagement with the cstomer to_
oy o e of ik oy Comk s e ik
Sektingup & naw personaltzed

The service blueprint is an
operational tool that describes the
nature and the characteristics
of the service interaction in
enough detail to verify, implement
and maintain it.
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CASE STUDY

IMPACT

5 $70
o
o
39 per customer
Customers consistently 400% increase Each online tfransaction
ranking experience in online adoption delivered $70 of
top-two-box on L2R within 3 months OPEX savings compared
(from 2.5 to over 10%) to other channel

inferactions
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What's Next?



Key Takeaways
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Demonstrate empathy — learn and think about what people need and their goals

Be curious — dive deep to understand the “why” beyond the “what”

Involve people who use your service — invite collaboration from the get-go

Develop an iterative mindset — always test and keep iterating on your ideas



Additional Resources

« ‘This is Service Design Thinking’

and ‘This is Service Design Doing’
Marc Stickdorn, Jakob Schneider, Adam Lawrence,
Markus Edgar Hormess

« Service Design — From Insight to

Implementation (Rosenfeld)
Andy Polaine, Ben Reason, Lavrans Lovlie

* Service Design for Business

Ben Reason, Lavrans Lovlie, Melvin Brand Flu
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Bridgeable website (and blog)

www.bridgeable.com

SDN Global

www.service-design-network.org

Practical Service Design

www.practicalservicedesign.com



Questions?
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