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OHnNnaH yuyebHa
nnardopma

O6y4yeHne U UHCTPYMEHTapUyM
3a MHOBaLMK B yCayrute

AOCTbIHU OHJIaMH

HapbuyHuum

B nomouy 3a
npunaraHe Ha
06y4YeHUeTo oT mua
M KOMMNaHuM oT
KYNTYPHUTE U
TBOPYECKM CEKTOPU

AHanus Ha HyXauTe
oT obyueHune

Mornea Bbpxy
npeau3BuKaTencTearta
npea KynTypHuTe u
TBOPYECKU CEKTOpU

CTpaTeruuecxu HaCoKu
3a M3rpaxxaaHe Ha
FOTOBHOCT

3a npeaBuXaaHe u
aZipecupaHe Ha
COLMAIHU U CEKTOPHMU
NPOMEHM Ypes
M3Mno/3BaHe Ha
WMHOBALMM Ha ycayrure
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Servic
Toolkit

\The ServiceDigiCulture toolkit and training will help you,
rethink and innovate your services and products-as-services
in a customer-oriented and sustainable way.
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BbrBepgeHue B

obyueHueTo

Yacr 2
NHbopmaLma 3a MHOBaLIMM B
ycayruTe u AvsaiH Ha ycayrute

Yacr 3

3arpaBaluy ynpaxHeHua 3a
pasnnyHuTe obnactn Ha AusaliHa
Ha vcavrm

Yact 4
MpaKTMyeckn Nnpumepu 3a
MHOBaLWMM Ha yCayruTe

Yact 4 b - CamoaHanus

Yact 5
Bbp3n ynpaskHeHWA 3a reHepupaHe
Ha naeu

Yacr 6
MogensbT ¥ MHCTPYMEHTapUym

CREATE

Yacr 7 - CamoaHanus

NMpakTnuuecku
ynpa*XHeHuA 3a
LUEEVLEGE]
ycnyrum

4.

Yacr 1
BbBeneHve B obyueHneTo m
obyumTenHata nnatpopma

Yact1b
Cb3gaBaHe Ha KapTa Ha
MEH 1 MoUTe YMeHUA

YyeHe 3a nHOBauuu B

ycnayrute m
AU3auH Ha
ycnayrurte

OpueHTaumsa KbM HauyMHa Ha
MUC/IEHE NPU MHOBaLMUTE B
yCNyruTe N Au3anHa Ha ycayrute

Mopgen un
MHCTPYMEHTApPUym
CREATE (APTUCT)

Yacr 8
Kasycu
Yacr 9
YnparKHeHus 3a NbTs Ha
ycayrata U KIMeHTCKO
npexkuBaBaHe

Yacr 10

YnpaxkHeHua BbpXy
cneundunyHmn nsbpaxu
npobnemum
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[MpoyyBaHe 3a no-
no6po pasbupare Ha P Pa3yuaBaHe
npobnema
eHepupaHe Ha naeun I TbpceHe Ha naen
Cb3aaaHe 1 noabop e J
Ha KoHLenUMM 1 M WarpaxaaHe ServiceDigiCulture
npoToTUNMU Ha NpOTOTUMM
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https://www.servicedigiculture.eu/servicelesignmodetphasel

UHcTpyMeHTU Ha dpa3aTa

& 63 L

3anABneHne 3a Cadpapw Ha ycnyrute KapTorpadhmpaHe Ha MwcnoeHa KapTa Ha
HamepeH/e KIMEHTCKOTO Bb3MOXHOCTUTE
MpexusrAEaHe Ha yonyrata oT
mepea pra npexnBsBaHe

Buayanna guarpama Ha
EB3MOXHOCTHTE

OnpegeneTe HamepeHneTo

uenTa sa pafoTaTa
BuzyanHa kapra Ha

NETYBAHETO Ha KNWeHTa

&3 £ IZF

MpoyuBaHe Ha MeguuTe = CBOMPaHe i aHanisnpane Ha MpOEKTHO 3a1aHune
nﬁpa‘rHa BPBb3Ka OT KNHEHTUTE
1 TeHOSHUMNTE ”
scnyluBaKe Ha HPGEKTHDTD safaqve
ChLECTEYBAWMTE KITMEHTH W NpeacTaenAea KpaThK Npermnes
I'IpoyuBaHe Ha aHanuaupade Ha D6PHTHHT3
6n H3 #HMZHEeHOBAXHW acnekT¥ Ha
ChlUlecTEYBaLlaTa 00NacT Ha BpBaKA. Aanen npoexT

npeausBMKaTencTso
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Let’s play and explore some tools
Customer journey map

This is a visual map that identifies and details every step and
each action in a customer's experience demonstrating how
customers use the service.

It details how a customer interacts with the service including
the process touchpoints when the customer interacts with the
organisation (such as visiting its website), physical evidence
(such as an app), the servicescape (such as the
organisation’s premises), the customer’s service experience.

It's concerned with the pains and gains of the customer at
each stage of the service. It can include interaction, for
instance face-to-face or virtually, in social media, or on the
phone. All these actions and processes are visualised which
helps to reveal the relationship between the customer and
the service/company.

At this point of the service design process, it can be used to
identify different issues, opportunities, and problems in the
service delivery to identify the root cause of any problems.

Youmlmtalsobeable bphyalenllyohumcmtonnmln
3 S5 e doﬂ\lnndwout
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ServiceDigiCulture

CUSTOMER JOURNEY MAP TEMPLATE

Cruising the problem area - tool

)

ServiceOigature

1 Q 5 Q

pre—
s 10 a1 A S

For a downloadable template and instructions how to use it see:
https://www.servicedigiculture.eu/toolkit-customer-journey

~
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ServiceDigiCulture

Let’s play and explore some tools

Collecting and analysing customer
feedback

The aim is to ask current customers about their experience
using the service and analyse this feedback.

For example, a hotel may ask about customers' experiences
staying there. Feedback helps in defining the problem area to
solve. It can for instance reveal what customers like, how
they feel about services and products, what an organisation
is doing right, but it also provides information about needs
and modifications required by customers.

Customer feedback can provide valuable information for the
problem area and narrow it towards the root cause to be
tackled at the Research phase.

When analysing data identify which aspects and issues
stand out the most from the data. For example, what are the
customers happiest or most disappointed about? For each
area of deficiency, analyse the root cause(s) taking into
account positive and negative answers. This helps you to
define what you need to focus on in research.

+ likes dislikes, wishes wants

Phone/meeting place/online platforms

Paper, templates

Pens

Voice recording devices or applications

Online and offfine data collection methods, even
sticky notes or social media

Decide what kind of information to collect, from

u whom, and for which purpose.

Choose the most appropriate way to collect customer
feedback. There are many informal and formal ways
to collect feedback, for example interviews, online
platforms, social media, online surveys, word of
mouth feedback, feedback notes, templates to collect
it at events, drawing pictures, taking photos of the
service, or informal discussion.

For more instructions see:
customer-feedback



https://www.youtube.com/watch?v=BYi97UFnPeQ
https://www.youtube.com/watch?v=1w3V5tpjz94
https://www.youtube.com/watch?v=BYi97UFnPeQ

—~ X . - o
[ 1 - <
me o e ”t "~ c -~ e ™ t o t * c s m c h o x ® e
c h "mt "~ - - e o -~ “t o ome o e Yt T o dbd T a *
. . L0 . _ A § .
h ~ = h * e - e o * coao e s m och o Yt ¢ h ™~
. < . . . L . 0Ty
S ~ ~ o~ r A rp ~ ~ . ~ ~ ~ ~ -~
m e a h xh - m™e} otgypt o] e . X m t e o . e
. N W ERS ottt T b . .Y .
e ™ a h ~ e e ™ c o . e o h a™ ¢ ’ o t e t e x ’
. . . e, Y coe b \
A a o0’ e omt .o m oc h - A ’ —= e 'Yt * ged*o0 T e e*t t
. A . A . LY AN .
— -
° Lo L o xeto a0
h o - t t c o - - - c o X t " omt Ac
— ’ ’ * LA <

https://www.servicedigiculture.eu/sevice-desigrmodetphase2

UHcTpyMeHTU Ha chasaTa

WMHTepBioTa

WruTepek za no gofpo
pasbupane n sHUKSaHE B
WaeHTUbMUMpaHuA npoGnem

=

WHTepBIO €
naoGpaxeHns
WHTepetoupane c

w306paKeHnA 3a CTUMynUpaHe
Ha N0 CNOHTaHHK OTrOBORM.

202

00g

6 Bbnpoca

6 BENpoca 3a NpuoobHBaHe Ha
UANOCTHA NpeacTaea 3a
npoGnema

CoHfupaHe

Metog za
CaMofoKyMeHTHpaHe,
M3nonseaH 3a HEGJ'HO,EIEHHE “
pazMucen

a P
o)
ko)
MpenpaputeneH nnaH
Ha ycnyrara

KapTa Ha eMnaTuATa

KapTa 2a npugobusaqe Ha
npegcrasa 3a eMOUMOHanHuTe
W KOTHUTUBHUTE BB3NPUATHA
Ha KIMSHTHTE.

Busyaned mogen Ha ycnyrata
C Len uscnensaHe

KapTa Ha
3aUHTEPECOBaHUTE CTPaHK

HabniopeHue

Monyuaeaxe Ha WHDOPMaUMA
38 I'IDTDSGMTE‘J'ICKVIH onuT Ypes
nafnogesue

KapTa Ha scrurm
3aMHTEepeCOBaHN CTpaHK
TAXHOTO 3Ha4YeHue n
B3aWMOOTHOLLIEHUWA
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Let’'s play and explore some tools

* Empathy interviews

Interviews are a way 1o delve Inlo an issue and get a better
understanding and insight of the identified problem

In design, the interview approach is usually empathetic with
plenty of use of open-ended questions leaving space for the
interviewees 10 talk in their own words about the matter and
what is important to them,

They are a way to establish a better connection with
customers and stakeholders, and leamn about their mindset,
needs, emotional and subconscious aspects, reactions, body
language, perception on the researched lopic and behaviour
in situations and environments.

You can also use this technique with staff to explore the

differences between the perspectives of the external and
internal parties.

For more instructions see:
pl “9 ‘0:06/3:16

Let’s play and explore some tools

+ Observation

Observation is used 1o oblain information of how users
interact with a topic of research as a way 1o understand how
it works. It exposes how people behave in a research
situation: what they do and say, how they react, what their
body language Is, what faclal expressions or gestures are,
and the things they are not doing

This reveals usability issues, what the user experience Is,
what is functional, necessary, wished for and non-functional,
and from whose perspective.

What are you going to research? Why are you doing your
research? What will you do with the findings? How many

participants will you need to achieve your objectives?

Write notes. Focus on what participants are doing and not
doing, their body language and gestures. Write down some
data as well - how many times an action is repeated, how
long it takes, steps covered, etc. Al the same time, it is
important to minimise the possible observer effect. Try to find
the balance - be as close as possible to the participants yet
influence them as littie as possible.

e

R ServceOgiCulture

+ Start with warm up questions and then go
further

+ ‘I saw you enjoyed the film, you picked the
book up in the gift shop, looked at it and put it
down again...can you tell me about the
thoughts you had?’

« ’
Don’t make assumptions!

R ServiceOgil ulture

Example:

Sarah, a potter with a studio and
workshop observed customers
for an hour.

She was curious why she made
no sales.

She noticed children loved to
pick up pots too. She spoke to
parents and found her prices
were too high. She developed
new designs to feature a ‘pocket
money table’ of smaller items
and quirky miniatures, and even
added faulty items with a big
sign ‘'NOT PERFECT- PLEASE
FIND ME A HOME' and she
made sales and profit.

0 = O = 0



https://www.youtube.com/watch?v=vvZpjnXV1To
https://www.youtube.com/watch?v=TkfcgWI9nmw
https://www.youtube.com/watch?v=vvZpjnXV1To
https://www.youtube.com/watch?v=TkfcgWI9nmw

= Ah m (ee”" L

h t vt~ ~
h . X Tt ™t ' t

S
co " *30 D *’Y"' <t

® o - > e
s rﬁ A
¢ ot h . * L

h o - t ot

LA

e a @
(G
ot mc h o x
.* hm‘)’-‘rm<
emt¢t h x a

cC 0 ae
< N
c o .
@ <

)

w

e "he ht”ot

-

et -
p «

>z . e 'Ya
. "A ao.
e mcomo ~
P

¢~ -

https://www.servicedigiculture.eu/servicelesignmodelphase3

UHcTpymMeHTU Ha (pasaTa
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Tabno 3a BObXHOBEHWE

Tabno za BLXHOBEHME 3a
TBPCEHE Ha peLleHiA

CeMI/IHap 3d CbBMeECTHO
Cb3faBaHe

CranaBaHe Ha naen 3aefHo ©
KNHEHTH 1 3aMHTEPECOBaHN
CTpaHy

A

BpenHCTOpMUHT
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Let’s play and explore some tools

+ Must have, should have, could have, won’t have.

Should
have

+ Use a 4 box model Must have
» A table

* Flip chart

+ Named stations around a

+ room-participants write ideas
+ Add post its to the headings

* You could then vote
* Most popular
+ Least popular

) 000/0:29



https://www.youtube.com/watch?v=dkqNKgpfEjY
https://www.youtube.com/watch?v=dkqNKgpfEjY
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UHcTpymeHTU Ha pasaTa

Buayanusauus Ha
KoHLenuuaTa

MpexsLpnaHe Ha KOHLENLMK B
necka 3a pazbupade su3yanHa

hopma

[poToTun ¢ HUCKa
npeun3HocT

EBDSH NPOCTA, BTHHH W
HUCKOTEXHONOTHMUHK

npoToTUNK

-¥-J
&
Poneea urpa

CranaeaHe Ha NpOTOTMNKM Ha
PazMMYHM YCIyri Upes poneea
wrpa

3G
=)z

i‘g_'_l__:

Bbpan eKkcrnepuMeHTH

Manonzea ce za reHepupane
Ha Gupan U NecHu NpoToTUNK

] OOO

MpoeKT Ha NpoToTun Ha = AcMHWTETHa avarpama

ycnyrata
BuayaneH MHCTPYMEHT 3a

copTvpade u nogbop Ha ngeu
MoapofHa ousHka Ha yenyraTa PP Ahop 4

W HERHWUTE AcnekTH

—
000
000

FnaGyBaHe C TOYKWM

Inacysaxe u uzbop Ha nasw
CuC CTHEEDM
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Service i Cutture

Alternative prototypes and concepts

The aim of this phase is to create different concepts and prototypes
of the selected ideas.

Develop concepts and prototypes, and give them visual and tangible
form to be tested at the next phase

First a limited number of ideas, usually 3-5, are selected and developed

into concepts . . N

T N\
These are short visual presentations of the idea that include some L 3) ‘\\‘; g "\
text, presenting, explaining and justifying it in a nutshell, and N‘:by =\ TR " o -
“selling” it to stakeholders. Prototypes are rough presentations of a 7 7Y £\ ;\‘};‘ .
service that are created from a selected concept for testing and VV/-_,*“- ‘b
development purposes. =

Visual prototypes test their usability and user-orientation.

P Pl ) o06/104

e ™ t e c hotot c 0. 0

-
ServiceDigiCulture

Suggested exercises to try at stages of the Create model

Alternative prototypes Tools of this phase
Suggest trying exercises: W Q @J

Roleplay Service blueprint Affinity diogram
* Role play prototype

« Service blueprint prototype
* Dot voting

o 1) [}
@) ;) coo
o 5= o000
Low-fidality Ropia experimeants Dot voting
prototype

https://www.servicedigiculture.eu/service-design-model-phase-4
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https://www.youtube.com/watch?v=NwJgg7TSbOY
https://www.youtube.com/watch?v=r7J45SkSpGA
https://www.youtube.com/watch?v=NwJgg7TSbOY
https://www.youtube.com/watch?v=r7J45SkSpGA
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* *

Let’s explore some tools v

* Role play

Roleplay is a prototyping tool that can help quickly elicit and collect user experience of a service prototype. It provides
authentic information and helps you understand user requirements and expectations as it encourages participants to
act and react naturally in prototyping situations.

Roleplay can be re-played for creating new service prototypes to gather more data on a different user experience and
functional service features, and be re-used as many times as needed by simply changing aspects in the scenarios,
which enables one to create multiple service prototypes.

You can have many scenarios, each one changing elements that will result in different user experience with the
service. So, for example, you could test how customers engage with staff, what happens if there’s a digital check in,
can they navigate it? You could give them different ways to check in ad se what they like and dislike.You might give
them a phone with an app and see how they manage that.

Provide the roleplay script to the participants and ask them to either play it as themselves or take specific roles based
on instructions. Encourage them to immerse themselves in the script and play it out in as much detail as possible.

Let the participants roleplay the service prototype. Don't interfere in the process, but observe their actions and
reactions and take notes,
mhm,ukﬂnmu reflect on mmmmmmmamu.

Sl D p o (O = s

h o cth oet®o tx mc”xe ™™ t ™

+

Servxemg-(ullm\

Let’s explore some tools

i SERVICE BLUEPRINT TEMPLATE .g;)
+ Service Blueprint Prototype Guided user journey and service blueprint exercise P,
PHYSICAL
EVIDENCE
CUsTOMER
ACNIONS

BACKSTACK
CONTACT
ACTIONS.

Acnons
s et S ritze taruce T
o R ==
20
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https://www.youtube.com/watch?v=2iKOit1pm0Q
https://www.youtube.com/watch?v=OupWOApvQS0
https://www.youtube.com/watch?v=2iKOit1pm0Q
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UHcTpyMeHTU Ha dhbasaTa

Cneuundukaym Ha
ycnyrata

MogpobeH, koHKpeTEH U
NKUCMEH NPernes Ha ycnyrata

CeMMHap 3d OUEeHKa

3awHTepecoBaHu CTpaHn
KOWTO OUeHABAT NPOTOTUMK

L O
ZHs
MaTpuLia 3a oLeHKa

MaTpuLa 33 oLgHka Ha
KAUSCTEOTO HA MPOTOTUNNTE 3
OKOHUaTeneH I'\O,U'Eﬂp

MunoTHo TecTBaHe

MunoTHo TecTeaHe Ha
OKOHYETENHWA NPOTOTHN
Np&aK HUHANMIMPAHETO My

TecTBaHe Ha
13Non3BaemMocTTa

TecTeaHe Ha non3saemocTTa
Ha npoToTMN.

s

KanaBa c npegnoxenue
3a CTOWMHOCT

Cn3gaeaHe Ha NpenoxeHne
3a CTofHOCT.

0 2
~ c o
t'Yoxz __
~ o —

(&
N
MHTGDBIOT& 3a aHanua
Ha TOYKWUTE Ha Jonup
HUJ'IYHEEIEHS " EH&HH3I"|FEHE
Ha oBpaTHa Bpr3ka oT

KNWeHTHTE 3a TOUKUTE Ha
KOHTaKT.



https://www.servicedigiculture.eu/service-design-model-phase-5

R

ServiceDigiCulture

Piloting

Steps how to use this tool in practice

The same steps apply when working individually, in pairs or in a group.

Plan the piloting and prepare the logistics for it. What will you test? Whom with? How
STEP , many testers are needed? When, where and how will you test? What materials are
Dbeen involved in developing the
d-users of the service. The numbers of

needed to run it? Choose testers who have
service. Ideally they should be potential e
testers may be for example between 10-2
works. Sometimes fewer are needed

1o detect in the service its flaws and what

Decide what kind ¢ hu need from piloting and how you obtain it. Create
STEP 2  tvequessonstns estions can be as open as possibie, aimost ke I
A conversation, et TOSTRTS talk. YOu can also have some more specific

questions for specific elements. In addition, you can draft areas in Interest for

L

yourself to observe.

Plan how you are going to monitor the testers and coliect data. It is usualty good at
STEP 3 first to let the testers use the service freely after which you can ask them to perform
speafic tasks and ask questions from them.

Collect and analyse the data from pllot testing. Make a list of ail points of
STEP4 P desires. p risks, and gths in your final ype, and any
unexpected issues. Based on the data you can decide to move on 1o finalise the
Service of return 10 a previous phase and make modifications. This phase may also
provide interesting data for future marketing and specify target groups. When making
Gecisions, It is 200d to keep In mind what is the identity of your organisation and

P Pl «) o000/136



https://www.youtube.com/watch?v=K0xazreFpxo
https://www.youtube.com/watch?v=K0xazreFpxo
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UHcTpyMeHTU Ha dhasaTa

[TbTHa KapTa 23a
U3MbIIHEHNE

Mnakd 3a nanbNHERKE U
uHanMaupaxe Ha yenyrara.

NanoxeHne Ha BU3NATa

MocousaHe Ha uenuTe H
BW3WATA Ha NpedocTaeAHaTa
ycnyra

Kapra 3a obpatHa
BPb3Ka
Buzyanuanpade Ha cxbpanaTa

oBpaTHa Bpbaka 2a
MOHUTOPMH.

heé emt h~ e
C — .
A
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Mocnensalla oUeHka
Ha TOUKUTE Ha KOHTaKT
HeI'IpEKhCHETO npocnejrRzaqe

Ha TOUKMTS Ha KOHTaKT Mex gy
KNWeHTa U 4OCTaBYMER HA

ycnyri
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ServceOglutture

What are you going to
do next?

Homework plan your
next steps.

Where does your
attention need to be?

@) 000/033

ServweDvpCulture

Vision statement

STEP , The main result of your process, the service as the title, the goal of your work.

'} )l 49 0:00 / 2:48



https://www.youtube.com/watch?v=cJMoC361AgQ
https://www.youtube.com/watch?v=cJMoC361AgQ
https://www.youtube.com/watch?v=-nvmkc8rHY8
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Insights
Ideas
Intentions

What are you going to
do next?

» Pl ) o02/35



https://www.youtube.com/watch?v=Y9SR5Hu5yUk
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