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RESEARCH TO DEFINE  
A CLEAR GOAL PROOF OF CONCEPT DESIGNING THE SERVICE PLAN AND PREPARE 

THE CHANGE
EXECUTE 

IMPLEMENTATION
EVALUATE/

ADJUST

GENERATE POSSIBLE CONCEPTS/IDEAS TO SOLVE GOALWHAT DO THE USERS SAY?IDENTIFY PROBLEM

TEST 3 POSSIBLE CONCEPTS/IDEAS

HOW WILL IT WORK BACKSTAGE?
EVALUATE TEST - DOES IT SOLVE GOAL?

IS IT FEASIBLE WITHIN REASONABLE TIME?

DEFINE ACQUISITIONS AND CUTS: WHAT WILL BE BOUGHT FROM WHERE? WHO WILL BE FIRED AND WHO WILL BE HIRED?

HOW WILL IT EARN MONEY/VALUE? WHAT WILL IT COST FOR THE ORGANISATION AND THE CUSTOMER? WHERE IS VALUE 
CREATED?

WHERE WILL DATA BE GATHERED? COULD THE SERVICE MEASURE DATA TO BE USED IN THE CUSTOMER RELATION 
MANAGEMENT SYSTEM?

HOW WILL WE MEASURE FOR EVALUATION?

DESIGN IMPLEMENTATION: HOW DO WE PREPARE THE ORGANISATION FOR CHANGE? WHAT WILL BE COMMUNICATED WHEN? HOW 
DO WE MAKE THE CHANGE A GOOD EXPERIENCE

CREATE COMMUNICATION MATERIAL

COMMUNICATE: UPDATE ON STATUS, CHEER, CELEBRATE

HOW MUCH WILL IMPLEMENTATION COST? (WHAT WILL BE MADE, WHAT WILL BE BOUGHT AND WHAT CAN BE 
USED OF EXISTING RESOURCES?)

IF NO: TEST OTHER CONCEPTS 
OR ADJUST UNTIL YES 

IF YES: FEASIBILITY AND VIABILITY 
EVALUATIONS

IF SATISFACTORY: 
PRESENT 
RESULTS

IF NON- 
SATISFACTORY: GO 
BACK TO TESTING

EARLY VIABILITY AND FEASIBILITY EVALUATIONSWHAT DO THE STAFF SAY?

IDENTIFY AMBITION LEVEL OF ORGANISATION: HOW MUCH IS THE COMPANY WILLING TO SPEND ON THE 
CHANGE AND RUNNING OPERATION ON THE NEW SERVICE?

IDENTIFY PERSONAL AMBITION LEVEL OF BUYER

WHAT SORT OF ORGANISATION IS THIS? HISTORICAL ANALYSIS OF STRUCTURE, CULTURE MAPPING AND 
CAPABILITIES-MAPPING

GENERATE INSIGHTS

IDENTIFY SOLUTION SPACE

IDENTIFY POSSIBLE ECONOMICAL GAIN

DECIDE ON MEASURABLE GOAL DEFINITION

DESIGN PROJECT STRUCTURE

IDENTIFY PRESENT OVERALL STRATEGY OF ORGANISATION GET AN OVERVIEW OF CORE BUSINESS: WHERE IS THE BIGGEST INCOME GENERATED, WHO REPRESENT THE BIGGEST 
USER GROUP. UNDERSTAND ENOUGH OF HOW IT WORKS TO UNDERSTAND WHEN YOU ARE MAKING CHANGES AFFECTION CORE BUSINESS

IDENTIFY CORE BUSINESS: HOW DOES THE PROJECT YOU ARE HIRED FOR POSITION ITSELF IN RELATION TO CORE BUSINESS?

NEGOTIATE AND ADJUST AMBITION IN RELATION TO RESOURCES

DESIGN SUITABLE TEAM

DEFINE NEW PROJECTS: MAKING NEW STUFF, TRAINING STAFF

LAUNCH NEW SERVICE

CELEBRATE

CHEER ON

FOLLOW-UP FOR A YEAR AFTER END OF “IMPLEMENTATION”
CREATE TRAINING PROGRAM FOR STAFF

MEASURE: DOES THE SERVICE DELIVER ON THE ANTICIPATED VALUE?

CREATE NEW TOUCHPOINTS: PRODUCTS, FLYERS, WEBSITES, APPS, CRM-ADJUSTMENTS

CREATE/ACQUIRE NEW SYSTEMS: INTERNAL SYSTEMS 

IF YES: YAY! IF NO: RESEARCH

ADJUST AND GO BACK TO MEASURE

ORCHESTRATE FOR EXPERIENCE COMMIT TO WHAT SHOULD BE DONE: THROUGH E.G. FILLING OUT A BLUEPRINT WITH THE NECESSARY PEOPLE, FIGURE 
OUT AND COMMIT TO WHAT SHOULD BE DONE FROM THE ORGANIZATION’S SIDE AND USE THE BLUEPRINT AS A WORKING DOCUMENT LATER

TEST, EVALUATE, ADJUST

SERVICE DESIGNER AS RESPONSIBLE FOR PROCESS SERVICE DESIGNER AS ADVISOR

CHANGE MANAGER DOING RESEARCH CHANGE MANAGER AS ADVISOR AND PERFORMER OUTSIDE OF CORE TEAM CHANGE MANAGER AS RESPONSIBLE FOR PROCESS

FIRE, HIRE AND TRAIN: WITH GOOD COMMUNICATION FROM HUMAN RESOURCES

THE VISUALIZED NEW PROCESS_THE RESULT
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GENERATE POSSIBLE CONCEPTS/IDEAS TO SOLVE GOALWHAT DO THE USERS SAY?IDENTIFY PROBLEM

TEST 3 POSSIBLE CONCEPTS/IDEAS

HOW WILL IT WORK BACKSTAGE?
EVALUATE TEST - DOES IT SOLVE GOAL?

FIRE, HIRE AND TRAIN: WITH GOOD COMMUNICATION FROM HUMAN RESOURCES

CREATE COMMUNICATION MATERIAL

WHAT DO THE STAFF SAY?

IDENTIFY PERSONAL AMBITION LEVEL OF BUYER GENERATE INSIGHTS

IDENTIFY SOLUTION SPACE

DESIGN PROJECT STRUCTURE

DEFINE NEW PROJECTS: MAKING NEW STUFF, TRAINING STAFF

LAUNCH NEW SERVICE

CELEBRATE

CREATE TRAINING PROGRAM FOR STAFF

CREATE NEW TOUCHPOINTS: PRODUCTS, FLYERS, WEBSITES, APPS, CRM-ADJUSTMENTS

CREATE/ACQUIRE NEW SYSTEMS: INTERNAL SYSTEMS 

ORCHESTRATE FOR EXPERIENCE

TEST, EVALUATE, ADJUST

SERVICE DESIGNER AS RESPONSIBLE FOR PROCESS

HANDOVER & 
END DELVIVERYMAKE HANDOVER

THE VISUALIZED NEW PROCESS_THE BEGINNING
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