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      MAKINGINSIGHTS FEATURES 

How to use this deck
This is a deck of service design methods for you to 
lean on during your jam session. While they are 
designed to work together, you should choose the 
right methods to fit your project. These are not formulas, 
rather they are prompts for how you can produce knowledge, 
organize and sort your ideas, and test your assumptions. We 
recommend that your revisit the deck in its entirety throughout 
the design jam. 



Framing 
The Design 
Challenge

Timing: 30 minutes   Difficulty: Moderate  
Supplies: White board or paper

As a design team your task is to address a challenge, or, 
human need. A well articulated challenge will help you proceed 
through the development of your project. This statement is a 
short, one sentence definition of what you want your design to 
do, or what impact you want it to have. This is not a statement 
of the features of the design or the insights that it’s based on. 

Define the challenge: 

How might we ______________________

____________, so that _______________

_________________________________

Define the future outcome: 

Success looks like ___________________
__________________________________



Try each of these methods. Take turns facilitating.

Clearing the Slate
Time: 15 mins   Difficulty: Easy 
Supplies: Post-its or white board

What thoughts are you mulling over? Get them out. This is a 
way for the group to understand what it’s thinking.

Draw it
Time: 15 mins   Difficulty: Easy  
Supplies: Post-its or white board

How does your idea look? Sketch fast, sketch often. Use 
shapes to describe your idea instead of words.

Roses, Buds & Thorns
Time: 15 mins   Difficulty: Easy 
Supplies: Post-its or white board

Idea categories:
Roses are existing features that we love.
Buds are ideas for new features that we wish we had.
Thorns are pain points we want to solve for.

Brainstorming 
Methods



Timing: 1-2 hours   Difficulty: Moderate
Supplies: Pens; paper; your interview guide

Capture insights by going out to the space where people are 
experiencing something you’d like to understand. You can 
interview one person at a time, or a group who will engage 
each other. Use the framework below to design your questions. 
Consider using audio and video recordings in addition to paper 
notes.

Track the number of minutes that have passed. Pace your 
interview so you cover all the questions. If you create new 
follow up questions during the course of your interview, jot 
them there. In the right hand column record your notes. 

Guide To 
Conducting 
Interviews

 Time      Question                    Notes

00:02

00:05

00:10

Key Question 
Follow up questions
(If there is time)

Key Question 
Follow up questions

Key Question 
Follow up questions



Timing: 1-2 hours   Difficulty: Moderate
Supplies: Prototypes & frameworks for recording

Surprising ideas can come from your potential users. Once you 
have a guess for how you’d like to frame your design challenge, 
construct a way to get potential users to ideate with you, and 
have them show you the kind of experience they would enjoy. 
This process works well in cooperation with interviews.

Co-Creation 
Research

MockUp
Sketch a model of how the idea is supposed to work.

Model
Build a physical model, smaller than human scale, to show 
how your design idea works. 

Storyboarding
Sketch a frame by frame narrative of using your design idea. 
Think like a comic book. 



Timing: 1 hour   Difficulty: Difficult
Supplies: Research findings, post-its, pen/paper

When you return from your work in the field, you’ll need to 
share out what you found with the rest of your group. To 
prepare, sort through your notes. Identify the information you 
think is most relevant at that moment (your opinion will, and 
should change over time). 

Prepare a few moments, stories, scenes or people you talked 
to. Take turns around the group, one share per turn. Repeat 
until all the selected stories are shared out. 

Sharing Your 
Research



Timing:  30 minutes  Difficulty: Moderate
Supplies: Research findings, pens/paper

Search your research notes to find evidence of a wish or a 
gripe. Wishes are things we want to exist, and gripes are things 
that don’t work as well as we want them to. Using the phrases 
below identify what criteria your design concept should fulfill. 
As you work cluster similar concepts with your team. 

Insight:

I wish I could_______________________
 _________________________________

Criteria:

Our design should __________________
_________________________________

Sorted criteria for your design will reveal patterns of thinking 
in your group. Take two or three criteria and combine them 
together to come up with surprising new configurations. 

Feature:

How might we ______________________
__________________________________

Synthesizing 
Research



Timing: 45 min    Difficulty: Moderate     
Supplies: Search engine, post its

Considering the ideas and frame of your design challenge, 
what other industries or fields might you look to for inspiration? 
Analogous systems have similar qualities, but appear to be 
quite different. If you’re on a healthcare concept, what might 
you learn from fashion or hospitality? Look far and wide for who 
might be working on a similar challenge in a different way. 

Collecting 
Inspiration 
From 
Analogous 
Systems



Timing: 1-3 hours  Difficulty: Moderate
Supplies: Research outcomes, pens / paper, post-its

Archetypes are groups that specify of types of different users 
based on knowledge captured during research. They help 
designers understand the whole service system. 

Personas are individuals created by the designers based 
on knowledge captured during research. They demonstrate 
details and measurable behaviors that can translate to design 
solutions. Personas can be detailed and idiosyncratic to give 
life to a potential user or user group. Once they’re created, 
personas can be mapped to scenarios or used in journey 
mapping. 

User Personas 
& Archetypes

Paragraph 
description of 
archetype.

Paragraph 
description of 
persona.

Name 
Occupation
Motivations 
Goals

Frustrations, 
Quote related 
to the research 
being done

ex. Age range
Characteristic 2
Characteristic 3
Characteristic 4

Characteristic 5
Characteristic 6
Characteristic 7
Characteristic 8



Timing: 1-2 hours  Difficulty: Moderate
Supplies: Pens, post-it notes, camera(s), field journals

In order to understand the end to end experience of a 
user’s interaction with a service, it can be helpful to map and 
document every step of the user’s experience. When we design 
objects, user interactions are bound by that object. Services 
are different, as the user engagement with that service takes 
place at many different times. These interactions are called 
“touchpoints”. For each feature of your service, consider the 
user before they experience the feature, during their interaction 
with that feature, and after that interaction is completed.  

User Journey 
Map

After

Before

During

Touch-points



Time: 30 min    Difficulty: Moderate    Supples: Post its & pens

Stakeholder mapping helps to broaden the spectrum of 
a project to include the people in the foreground and 
background of a service, not just the users. Including less 
obvious stakeholders in your design helps to consider more 
perspectives and build a richer outcome. To produce a 
stakeholder map first list, then describe the stakeholders. Finally 
arrange them visually in relation to the service system.

Map Of 
Stakeholders

Core
stakeholders:
Direct stakeholders 
who make or use the 
product. Ex. Customers, 
Owners, and Suppliers.

 

Direct 
stakeholders:
People directly 
benefiting from or 
affected by a particular  
project. Ex. Competitors, 
Customers, Owners, 
Suppliers, Managers. 

Indirect 
stakeholders:
All other individuals 
who are otherwise 
affected by the use of 
the system. Ex. Local 
Community



Time: 1 hour  Difficulty: Hard
Supplies: White board, pens

A service blueprint is a detailed diagram of how your users and 
stakeholders are experiencing the system of your design idea 
over time. Frontstage roles are the ones that interact directly 
with the user. Backstage roles are needed to produce the 
user’s experience, but don’t interact with the user. Consider the 
motivations of each role before, during and after the encounter 
on the service blueprint. 

Service 
Blueprint

Physical 
Evidences

Customer 
Actions

Front of Stage 
Interactions

Back of Stage 
Interactions

Support 
Processes

Line of interaction

Line of visibility

Line of internal 
interaction

Example:
A website

Example:
Finds our 
site

Example:
Posts 
photos
 

Example:
Site saves 
photos
 

Example:
Photos 
sized down 



Prototyping happens at many different stages of 
design. When you only have a small amount of 
time to validate your design idea, rapidly produced 
prototypes work better than you might expect. Lean 
heavily on your personas and user journeys.

Prototyping 
Methods

MockUp
Sketch a model of how the idea is supposed to work.

Model
Build a physical model, smaller than human scale, to show 
how your design idea works. 

Roleplay
Act out how your design idea will work. The emphasis here is 
on the transaction involved in experiencing your design idea.

Pitch or Advertise
Try to sell the design to a potential customer.

Bodystorming
Try to experience what it’s like to need or use your design 
idea. The emphasis here is on the physical experience.

Storyboarding
Sketch a frame by frame narrative of using your design idea. 
Think like a comic book. (Use your journey map and persona 
to support you in setting up the storyline.)


