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Markus Hormeß 
Co-Author and Editor #TiSDD

— Founder of WorkPlayExperience 
— Instigator of Global Service Jam 

— Service innovator and organisational consultant 
— Background in theoretical physics 
— Dad of two, likes to build stuff
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— Founder of WorkPlayExperience 
— Instigator of Global Service Jam 

— Customer experience and co-creation consultant 
— Background in psychology and marketing 
— enjoys nature and medieval re-creation  
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01 What is Service Design? 
02 Standard process vs. Process standard 
03 Consulting vs. doing 
04 The 12 commandments 
05 Avoiding the bullshit

OKAY, HERE WE GO …
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FIND
A PARTNER
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01
WHAT IS  
SERVICE DESIGN?
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DISCOVER

MAKE SURE 
YOU SOLVE THE 
RIGHT PROBLEM

DIVERGE

CONVERGE

DEFINE DEVELOP DELIVER

THE DOUBLE DIAMOND

88/8904 The core activities of service design

The Double Diamond
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The Squiggle
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 RESEARCH 
 IDEATION 
 PROTOTYPING 
 IMPLEMENTATION
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 RESEARCH 
Quantitative  

Surveys,  
Tracking,  
Big Data,  
A/B Testing,  
Heatmaps,  
Conversion analysis,  
Customer Segmentation 
and many more 

Qualitative  

Contextual interviews, 
Participant observation, 
Cultural probes, Workalong,  
Self-documentation,  
Non-participant observation,  
Mobile ethnography 
and many more
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 CONTEXTUAL INTERVIEW 
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 OBSERVATION 



DOING IS THE HARD PART
SDD NUE Markus Hormeß Adam Lawrence

 WORK ALONG 
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 AUTO ETHNOGRAPHY 
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 MOBILE ETHNOGRAPHY 
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ONE METHOD TO RULE 
THEM ALL?
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MYYY METHOD…!
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TRIANGULATE!
TRIANGULATE!
TRIANGULATE!
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INITIAL 
BRIEF

QUALITATIVE 
AND  

QUANTITATIVE 
RESEARCH

PLANNING SAMPLING ANALYSIS INSIGHTS

RESEARCH 
QUESTIONS

METHOD 
SELECTION

RAW DATA

STAKEHOLDER 
MAPS

JOURNEY 
MAPS

MIND 
MAPS

Visualized data 
Meaningful data 
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 RESEARCH 
 IDEATION 
 PROTOTYPING 
 IMPLEMENTATION
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 INSERT 
 FAVOURITE IDEA GENERATION 
 METHOD HERE 
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 IDEA PORTFOLIO 
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IDEATION 
PLANNING

HOW MIGHT 
WE …?

BODYSTORMING

BRAINSTORMING/ 
BRAINWRITING

10 PLUS 10

CONTRIBUTORS/
STAKEHOLDERS

INSIGHTS

METHOD SELECTION 
AND LOOPS

RAW IDEAS

IDEA  
SELECTION IDEA WALL/ 

PORTFOLIO

SELECTED 
IDEAS FOR 
CONCEPTS

Idea generation



IDEATION 
PLANNING

HOW MIGHT 
WE …?

BODYSTORMING

BRAINSTORMING/ 
BRAINWRITING

10 PLUS 10

CONTRIBUTORS/
STAKEHOLDERS

INSIGHTS

METHOD SELECTION 
AND LOOPS

RAW IDEAS

IDEA  
SELECTION IDEA WALL/ 

PORTFOLIO

SELECTED 
IDEAS FOR 
CONCEPTS

Idea generation
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 OVERRATED!!! 
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 RESEARCH 
 IDEATION 
 PROTOTYPING  
 IMPLEMENTATION
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FUTURE STATE JOURNEY MAP



DOING IS THE HARD PART
SDD NUE Markus Hormeß Adam Lawrence

 WIREFRAME / DUMMY 
Digital artifacts 
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 CARDBOARD PROTOTYPE 
Physical objects and spaces 
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 SERVICE ADVERTISEMENT 
Ecosystems and business value 
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Pic: This is Service Design Doing

 BUSINESS MODEL 
Ecosystems and business value 
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 DESKTOP WALKTHROUGH 
(Inter)actions and experiences
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 INVESTIGATIVE REHEARSAL 
(Inter)actions and experiences
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 REAL WORLD 
(Inter)actions and experiences

Credit: Shutterstock



PLANNING THE 
PROTOTYPING

AD POSTERS

DESKTOP  
WALKTHROUGH

DIGITAL  
PROTOTYPING

CARDBOARD 
PROTOTYPING

INVESTIGATIVE 
REHEARSAL

DOCUMENTATION OF 
SERVICE PROTOTYPES

RESEARCH WALL,  
IDEA WALL, INSIGHTS

PHYSICAL 
PROTOTYPES

AD 
POSTERS

APP/SOFTWARE 
PROTOTYPES

EXPLORATIVE PROTOTYPING EVALUATIVE PROTOTYPING

The idea portfolio helps your team to focus their discus-
sions and supports the decision-making03 process. Which 
ones are the concepts you would like to take forward and 
explore more deeply?

03 See 6.3.3, Idea selection, or 6.2, Decisions, for some background on decision making and taking.

The next step is to work through all of those ideas 
and evaluate which ones should be developed fur-
ther. One method that can help you to do this with a 
large number of concepts is the idea portfolio,01 where 
all  concepts are rated by two simple criteria02 – often 
their impact on customer experience and their feasibility. 

01 See Idea portfolio in 6.4 .

02 Note that while the criteria mentioned here have proven to be useful, it often is the discussion you have while 
using the tool that is as important as the tool itself. Also, those criteria might change depending on your 
project. See Idea portfolio in 6.4  for more details. 

This is Service Design Doing
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 RESEARCH 
 IDEATION 
 PROTOTYPING 
 IMPLEMENTATION 
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USE THIS MODEL, THEY SAID.
IT WILL GUIDE YOU, THEY SAID.
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02
STANDARD PROCESS 
VS. PROCESS STANDARD
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The Squiggle

The Mayhem
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The Squiggle

The Mayhem

The Fountain

The March

The Autobahn

The Black Hole

The Pinball

The Maze

The Hyperloop

The Bow Tie

The Plate

The Curtain
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TRUST THE PROCESS!
Meanwhile, in workshop land …
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4–8  
HOURS introduction workshop
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5-day service design sprint
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5-day service design iteration

3-day service design session

introduction workshop

service design sprint

pilot project

experience pitchincubator session

innovation challenge

1-year service design implementation

2-year cultural change

teaser stunt
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DESIGN THE  
PROCESS ITSELF!
— This is Service Design Thinking, 2010
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Constant Constraints Process
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Activities



“How might we …?” – trigger questions from insights

 Generating jobs-to-be-done insights

Building a research wall

Creating personas
Mapping journeys

Mapping systems

Developing key insights

 Writing user stories

Compiling research reports

Knowing how people change

Beliefs and emotions

Key tactics of change

Understanding what will change

SELF-ETHNOGRAPHIC APPROACHES

Autoethnography

Online ethnography

Preparation

Idea board

Research Ideation and mini-sprint

Software prototyping

Build
Release

Imagine

Define

Realize Support/Use

Retire/Dispose

Support/Use

Mindset change

Creation

Testing

Building

Monitoring

Needs assessment

Slicing the elephant – splitting the challenge

Ideas from journey mapping

Ideas from future-state system mapping

Brainstorming and brainwriting
10 plus 10

Bodystorming

Ideation based on analogies and association

Using cards and checklists

Benny Hill sorting (Thirty five)

Idea portfolio

Octopus clustering

Quick voting methods

Physical commitment

Cardboard prototyping

Paper prototyping

Wireframing

Wizard-of-Oz approaches

Service advertisement

Sketching

Media boards Business Model Canvas

Desktop system mapping (Business Origami)

DESK RESEARCH
Preparatory research Secondary research

PARTICIPANT APPROACHES

Participant observation

Contextual interview

In-depth interview

Focus groups

Non-participant observation

PARTICIPANT APPROACHES

Mobile ethnography Cultural probes

Desktop walkthrough

THEATRICAL METHODS

 Partial service rehearsals or walkthroughs

Subtext (Rolling subtext, Subtext chains)

Investigative rehearsal

THEATRICAL METHODS

Rehearsing digital services

Decision matrix

DATA VISUALIZATION  
AND ANALYSIS

DATA  
COLLECTION

CHANGE 
MANAGEMENT

SOFTWARE 
DEVELOPMENT

SERVICE DESIGN / 
ARCHITECTURE

SERVICE DESIGN / 
PRODUCT MANAGEMENT

PRE-IDEATION 
METHODS

GENERATING  
MANY IDEAS

ADDING DEPTH / 
DIVERSIFYING IDEAS

UNDERSTANDING /  
CLUSTERING / RANKING

REDUCING 
OPTIONS

SERVICE PROCESSES 
AND EXPERIENCES

OBJECTS AND  
ENVIRONMENTS

PROTOTYPING 
FOR THE DIGITAL

FURTHER 
METHODS

ECOSYSTEMS AND 
BUSINESS VALUE
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FREEDOM?
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ANARCHY?
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YOU NEED MORE 
STRUCTURE  
THAN YOU THINK

When people are

are involved …
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THE MORE  
FREEDOM  
YOU WANT

THE MORE  
STRUCTURE 
YOU NEED
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03
CONSULTING  
VS. DOING
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4 CLEAR STEPS
Just work with these …
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7 DEFINITE STAGES
It’s easy and clear with these …
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DIVERGE/ 
CONVERGE

It’s just this simple …
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5 PHASES
Just follow these …
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CIRCULAR  
SINE 
CIRCLES

You’re safe if you’re living …
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NOT SURE 
IF REAL ADVICE

OR CONSULTANT 
BULLSHIT

Meme based on Futurama by Matt Groening
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ACTIVITIES
Don’t we just talk about …
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THE PROCESS™
Version 367.2.7
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Suitable and

feasible activities
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Adaption to

real-world constraints
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O
FF

IC

IALLY APPROVED
O

FFICIALLY APPROVED

GOOD 
ENOUGH

AND THERE WE GO.
Version 367.2.8
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WHEN IS IT
The single most

O
FF

IC

IALLY APPROVED
O

FFICIALLY APPROVED

GOOD 
ENOUGH

important question

?
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04
THE 12  
COMMANDMENTS
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CALL IT
WHAT YOU LIKE

1
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MAKE

FIRST DRAFTS

2
SH!TTY
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YOU ARE
A FACILITATOR

3
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DOING
NOT TALKING

4
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YES, BUT …
& YES, AND …

5
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FIND THE
RIGHT PROBLEM

BEFORE SOLVING IT RIGHT

6
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PROTOTYPE 
IN THE

REAL WORLD

7
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DON’T PUT
ALL YOUR EGGS

IN ONE BASKET

8
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IT’S NOT ABOUT TOOLS …9
IT’S ABOUT

CHANGING REALITY
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PLAN FOR ITERATION …
THEN ADAPT

10
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ZOOM IN

AN
D

ZOOM OUT
11
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IT’S ALL
SERVICES

12
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05
AVOID THE  
BULLSHIT
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LET’S NOT BE THE 
CONSULTANCY  
WE NEVER 
WANTED TO BE. 

We went out

to do it differently …
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PEOPLE DON’T WANT 
SERVICE DESIGN,  

THEY WANT THEIR 
PROBLEMS SOLVED.

Yes, it sounds

a bit trivial.



Service design SEARCH STOCK
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[HOSPITALITY EXPERIENCE]
Let’s look at …
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[AVIATION EXPERIENCE]
Let’s look at …
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[MOBILITY EXPERIENCE]
Let’s look at …
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WHAT WILL HELP YOU ACTUALLY  
DELIVER SERVICE DESIGN?

Final task: your key take-away
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WELL, LET’S  
CALL THIS …

O
FF

IC

IALLY APPROVED
O

FFICIALLY APPROVED

GOOD 
ENOUGH
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THANK YOU!
SMART GUY 

Markus Hormeß
BEAUTIFUL GUY 

Adam Lawrence
SLIDE DESIGN GUY 

Jakob Schneider


