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Raise your hand

- Improved customer satisfaction

- Increased efficiency and effectiveness

- Reduced costs

- Improved innovation

- Increased transparency and accountability
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Same here

Skylight is a digital consultancy using
design and technology to help
agencies deliver better public
services.

Our mission is to make government
work in a digital world.
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T_oday’s objectives

1. Share about how we’ve used service design to improve the
experience of our customers and collaborators

1. Teach you how to get started with applying a service design
mindset to your work

1. Leave you with some provocations and resources to carry
the learning forward
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So, what is service design?
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Mindset + toolkit

Service design is a holistic approach to
designing services that meet the needs of
both users and service providers. It
involves understanding the user journey,
mapping out the touchpoints between
users and the service, and designing
solutions that improve the overall
experience.

Service design can be used to create new
services, improve existing services, or
address specific challenges within a
service.
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Audience
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Audience Frontstage
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Audience Frontstage Backstage
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Audience Frontstage Backstage Behind the Scenes
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Front stage of hospital service design

- Patient Check-In
- Navigation
- Appointment Scheduling

Waiting Areas
Interactions with Medical Staff
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Back stage of hospital service design

- Logistics

- Digital Tools

- Training and Staffing
- Data Analytics

- Supply Chain
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Front stage of retail service design

- Store Layout

- Assistance Services
- Inventory

- Checkout Process
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Back stage of retail service design

- Inventory Management

- Staff Training

- Technology Integration

- Data Analytics

- Maintenance and Store Design
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Service blueprints

EVIDENCE item 1, Item 1, ftem 1, Item 1, item 1,
ickude pyscac gkl Rae ivcheed ftem 2, Item 2, hem 2, Item 2, ftem 2,

N e e e e ftem 3, Item 3, ftem 3, Item 3, Item 3,
eyt ) tem 4 ftem 4 item 4 tem 4 item 4
PHASE phase phase phase ‘ | phase l | phase
CUSTOMER JOURNEY

Steps, choices, activities, and interactions that a
customer performs while interacting with a
service, 1o reach a particular goal.

LINE OF INTERACTION - - - - - - - - - - - - -

FRONTSTAGE ACTIONS
Actions that occur directly In view of the
customer. These actions can be human-to-
human or human-to-computer interactions.

LINE OF VISIBILITY

BACKSTAGE ACTIONS
Steps and activities that occur behind the scenes.
1o support anstage happenings.

LINE OF INTERNAL INTERACTION

SUPPORT PROCESSES
‘employees in delivering the service.
REGULATIONS item 1, item 1, ftem 1, ftem 1, item 1,
Gmnm;duwwmmmcmhwl Item 2, Item 2, Item 2, Item 2, Item 2,
) Item 3, Item 3, hem 3, Item 3, Item 3,
Item 4 Item 4 tem 4 Item 4 Item 4
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Conclusion

The skills most needed in
government are good product
management and service design.
The work is not hard because the
tech is complicated but because
the environment is.”

-Jennifer Pahlka, Recoding America
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Resources

Skylight service design framework

Designing good government services, from Gov.UK

Service design: from insight to implementation (book)
Human centered service design (course)
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https://skylight.digital/work/toolkits/service-design-framework/the-skylight-service-design-framework/
https://www.gov.uk/service-manual/design/introduction-designing-government-services
https://rosenfeldmedia.com/books/service-design/
https://www.ideou.com/products/human-centered-service-design?utm_feeditemid=&utm_device=c&utm_term=ideou%20service%20design&utm_source=google&utm_medium=cpc&utm_campaign=BOF+-+IDEO+Course+Themes+(PSDW)&hsa_cam=11993830240&hsa_grp=121226726132&hsa_mt=e&hsa_src=g&hsa_ad=593616364249&hsa_acc=2344323373&hsa_net=adwords&hsa_kw=ideou%20service%20design&hsa_tgt=kwd-877772368954&hsa_ver=3&gad_source=1&gclid=CjwKCAjw7oeqBhBwEiwALyHLM1g5Rqnmrpa9dn0DPNq7s3xK8SPqxpYOs8TdSJELtJz3PGy2Ja6FiBoCQeMQAvD_BwE
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