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Who are we and what’s our deal?
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Agenda
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What is Service Design? 30 min
Overview

Case Study: Simple Report 

Q&A, Break 10 min

Stakeholder Mapping 35 min

Toolkits & Frameworks

Overview

Activity

Share & Reflect



Content warning:
We will be talking about the 
COVID-19 pandemic



What is Service Design?
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What is Service Design?
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Service Design
Service design is a subset of human-centered design. Service design 
enables organizations to create high quality experiences for both 
customers and providers of the services they interact with. 

When you focus only on improving customer service or using new 
technology, without improving the supporting systems, those 
improvements will actually create frustrating experiences. 
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How we used service design as a 
part of the COVID-19 response
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“WE ARE HAVING A 
RESPIRATORY OUTBREAK”



Long-term care facilities were 
ground zero for the pandemic.
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Case study: Expanding 
SimpleReport to prepare for the 
2021 school year
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Service blueprint: 
SimpleReport onboarding (March 2021)
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Toolkits & Frameworks





Look out for…
A really big problem.

● Lack of knowledge about the customers you serve 

● Siloed communication, processes, and systems

● Outdated, fragmented, and insufficient technology systems

● Glacier buzzwords: “Lift and shift, “Single pane of glass,” “Digital transformation”
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Skylight Service Design 
Framework
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Initiate
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What do you need to start a 
successful project?

Align on the problem space, 
including goals, vision, 
constraints, and 
environmental factors.
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Discover

4242

How do you know what to 
work on?

Develop a deep 
understanding of the 
systems, people, and 
activities that make up a 
service.
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Service blueprint: 
SimpleReport onboarding (March 2021)
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Nielsen Norman Group Practical by Design



Strategize
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How do you know where to 
start?

Brainstorming a range of 
solution ideas before you 
narrow in on which ones to 
prioritize for 
experimentation.
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Experiment
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How do you know what to 
build first?

Through prototyping and 
testing, evaluate and reshape 
ideas before you implement 
solutions.
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Service blueprint: 
SimpleReport onboarding (March 2021)



Implement
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How do you make it happen?

Plan for any changes that 
your solutions require and 
begin to roll them out. Set up 
metrics to measure and 
improve the service.



55



What can you do now 
that you couldn’t do before?
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Summary:

Phases of 
Service Design
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1. Initiate
Align on the problem space, including goals, vision, constraints, 
and environmental factors

2. Discover 
Plan. Research, analyze, and synthesize. Socialize findings and 
artifacts

3. Strategize
Generate solutions; prioritize and plan; future visioning

4. Experiment 
Create prototypes and tests to select the best solution, and 
iterate with user feedback

5. Implement 
Actualize solutions and continue to measure, test, and refine
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Questions?



Break! 
Back at XX:XX



Stakeholder Mapping
Get a worksheet packet from Victor while Liz gives an overview



Workshop
Goals
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Shift our perspective from “product” to 
“service” by:

● Building an understanding of stakeholder mapping 
and analysis

● Learning techniques that will help us better consider 
who should be at the table

● Participating in a simple activity to practice what 
we’ve learned
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Part 1: Warmup
~5 min

Packet page 1
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● Think about a project you’re working on.
○ In a nutshell, what’s the project about?

● Quickly jot down all the stakeholders you 
think are or should be involved in your 
project.

○ Consider: Team members, project partners, 
communities, subject matter experts, other 
decision makers or influencers, etc.
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What is stakeholder mapping?



Stakeholders
Stakeholders are individuals or a 
group who are involved in or affected 
by the development, design, and/or 
outcome of a project.

Stakeholder Mapping
Stakeholder mapping is the activity of 
visually articulating an analysis of the 
individuals or groups involved in a 
project. 

Definition Breakdown
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Mapping 

Mapping: 
Visually representing 
your stakeholder analysis in a 
digestible way 

Analyzing

Analyzing: 
Identifying and understanding your 
stakeholders, their relationship to one 
another, and their power and influence 
on the project 

Managing

Managing: 
Building, engaging with, 
and taking care of your 
stakeholder relationships



Why do it? 



Why do it?
Stakeholder mapping and analysis…

● Allows you to better assess the scope of your project early on in the process

● Gives us a quick and comprehensive view of who is involved in our project

● Helps us better assess stakeholders who might be missing

● Serves as a tool for transparency

● Enables us to start considering the larger systems and dependencies that may 
influence the project

● Enables buy-in from key decision-makers (leadership)

● Helps build trust and ownership with the end user / communities
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Partnerships and relationships are strengthened through 
ongoing and meaningful engagement. Investing in these 
relationships respectfully and with honesty is crucial to 
building successful and sustainable programs, services, 
and products for our communities.
-Mari Nakano



When should we do it? 



Source: https://skylight.digital/work/toolkits/service-design-framework/the-skylight-service-design-framework/

Skylight’s Service Design Framework



Who should participate in 
creating a stakeholder map? 



It depends!
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Some questions to consider: 
● What are your project’s values?

● How involved or uninvolved do you want your 
stakeholders to be? Why?

● Do you and your team believe participation is 
an ingredient for success? 

● Are you willing and ready to take on the 
responsibilities of managing multi-stakeholder 
relationships?

● Do you have a diverse range of mindsets, 
perspectives, and experiences in the room?  

Who should participate?
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Common Participants

● Balanced project team 
(researchers and designers, 
engineers, product managers, etc)

● Architects or senior subject 
matter experts

● Customer Support/Success
● Marketers
● Relevant leadership
● End-users or others who will use 

what you build
● Customers



Who should be included in 
our stakeholder maps?



It depends!
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Source: https://skylight.digital/work/toolkits/service-design-framework/



Backstage / Behind the Scenes

Those who support the delivery 
of the product or service (and 
who are not usually visible to the 
frontstage)

For example:
● Operations + Administrative teams
● Data scientists, engineers
● IT teams
● Legal
● Communication teams
● Funders
● Policy makers
● Subject matter experts



Frontstage / Audience

Those who will receive, use 
and/or deliver the service

For example:
● Program administrators / frontline staff
● Facility staff (for location-based 

services)
● Customers / clients / users / community 

members
● Customers / clients / users / community 

members’ support networks (eg. family, 
friends, social service orgs, community 
navigators, etc.)

● The broader public audience



DON’T FORGET TO ASK YOURSELVES

Who is not at the table? 
Who’s missing?

(and why?)
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Consider who is involved in the frontstage and backstage. 
Aim for equitable representation and diversity.  Inclusive

Exhaustive

Specific

Zoom out and think about your end to end process 
and the larger systems at play.

Get beyond types and identify actual people.

Content adapted from Service Design Studio, NYC Mayor’s Office for Economic Opportunity



Part 2: 
Revise Your List
~5 min

Packet page 2
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1. Review the list of stakeholders you made 
during our warm-up. 

2. Add to or edit your list of stakeholders. 

a. Who is missing from the table? Why?

b. Is your list inclusive, exhaustive, and 
specific?

c. Who would you want to ask for help 
fleshing out your list?
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Ways to Map



Part 3: 
Let’s Map!
~10 min

Packet page 2, 4-10
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Add stakeholders to one of the map 
templates on pages 4-10 of the handout. 

If you need help deciding, pick a template 
using the first letter of your LAST NAME:

1. A-D: Use template A, List 

2. E-I: Use template B, Influence/Interest Matrix

3. J-M: Use template C, Power/Influence Matrix

4. N-R: Use template D, Stakeholder Types

5. S-V: Use template E, Awareness/Support matrix

6. W-Z: Use template F, Aim for the Bullseye

7. Wildcard/“Not a rules-follower” option: Try template 
G, FOMO Scale
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Sources: 
1. https://www.ibm.com/design/thinking/page/toolkit/activity/stakeholder-map
2. Naude, David |  https://medium.com/dawidnaude/problem-solving-methods-i-use-stakeholder-mapping-5e9dbcbc7079

1 2



Source: Kahil, Dani | https://danikahil.com/2021/03/stakeholder-mapping-for-dynamics-365-or-power-platform.html/



Source: https://sites.tufts.edu/uit/stakeholder-map/



Source: https://miro.com/blog/stakeholder-mapping/



Source: NYC Mayor’s Office for Economic Opportunity, Service Design Studio



Part 4:
Reflect & Share 
~5 min

Packet page 3
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1. What impressions or observations can 
you share about how your exercises 
evolved today?

2. What’s one takeaway you have from 
today?

3. Do you have any general impressions or 
questions of today’s session?
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Thank you!
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