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Cognitive

Strategic

Practical

Copyright 2019 iknow LLC

Consumer

Incorporate design into 
business strategy

Its not just about features, look and feel

About being open to new 
problems/solutions!

Empathy, Mental models

Business Impact, Value, 
Cost, Constraints
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Products Services
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Before During After

Because of digital growth and information explosion, users are customers even before any transaction occurs!



◼

◼

◼

14Copyright 2019 iknow LLC



15Copyright 2019 iknow LLC

➢

➢

➢

➢

➢



16Copyright 2019 iknow LLC

➢

➢

➢

➢

➢

➢

➢

➢

➢



➢

➢

➢

17Copyright 2019 iknow LLC



18Copyright 2019 iknow LLC



19Copyright 2019 iknow LLC

o

o

o

o



20Copyright 2019 iknow LLC



21Copyright 2019 iknow LLC

•

•

•

•

•

•

•

•

•



22Copyright 2019 iknow LLC



23Copyright 2019 iknow LLC



24Copyright 2019 iknow LLC



25Copyright 2019 iknow LLC



26Copyright 2019 iknow LLC



27Copyright 2019 iknow LLC



28Copyright 2019 iknow LLC

Candidate sees job posted, applies, talks to a recruiter, interviews with a hiring manager, team, various 
senior level personnel, receives an offer  - computer/tablet/phone medium. The touch points are where 
the interactions occur and on different mediums/channels.

Front stage Examples
Channels - Computer, Phone, In-person interactions
Touchpoints/Interfaces - Filling Application online, Prescreen with recruiter, Interview with Hiring 
Official/Panel, Talking to members of a team

Back stage Examples
Creating the role and assigning a budget, job description for the position.
Getting approvals and signatures.
IT support
Preparing for employee’s day 1, week 1 etc
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A Human Centric Approach
Co-created by stakeholders of a service

Customers

Processes

Organization

Copyright 2019 iknow LLC
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https://www.service-design-network.org/community-knowledge/5by5-the-crucial-role-of-service-design-in-hr-departments
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https://www.ti-people.com/ej-analytics-a-new-frontier
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Holistic
User/Human-

Centered
Co-creative Sequenced Evidenced

Consider the 
experience of 
all the people 
affected by 
the service

Collaborative: 
Stakeholders of various 
backgrounds and 
functions should be 
actively engaged in the 
service design process

Iterative: Service design 
is an exploratory, 
adaptive, and 
experimental approach, 
iterating toward 
implementation

The service 
should be 
visualized and 
orchestrated as 
a sequence of 
interrelated 
actions

Needs should be 
researched in 
reality, ideas 
prototyped in 
reality, and 
intangible values 
evidenced as 
physical or digital 
objects

Services should 
sustainably 
address the 
needs of all 
stakeholders 
through the 
entire service 
and across the 
business

Copyright 2019 iknow LLC
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EMPATHIZE

USER/HUMAN 
CENTRIC CO-CREATIVE

SEQUENCED,
EVIDENCED HOLISTIC

DEFINE IDEATE, 
PROTOTYPE

TEST

CAN JUMP BETWEEN PHASES ANY TIMECopyright 2019 iknow LLC
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Customer Expectations

Novel Technology

Competitor Services

Copyright 2019 iknow LLC
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One could immediately act on a problem related to ‘late 
delivery’ by hiring a different truck company

OR delve deeper 

Or could hire more staff to ‘speed up the job’
OR delve deeper

Until you find the root cause!

This is a simple version of 5 WHY. Each question can have more 
than one answer!

Firstly, identify the RIGHT problem(s) to solve! 
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Before Start During After

Standardized, consistent job offer 
emails with some personalization

Use of social media to get the 
best candidates

Reduce information overload -
make it more interesting

Get information - what was 
candidate’s experience in hiring 
process

Better and streamlined 
Onboarding, consider few 
weeks?

Some Improvements/BPs discussed as a person goes from being a Candidate to being an Employee seen as a Journey

Communicate interview process, 
Regularly communicate where they 
are in the hiring process

Better JD (job descriptions) so 
they are eager to apply, not 
pained

Standardized, consistent job offer 
emails with some personalization

Special attention to candidates 
coming through employee referrals

Get information - what was candidate’s 
experience in hiring process

Better metrics

Get information - what was rehire’s
reason to come back to DART?

Involve employee in becoming 
brand ambassadors

Encourage internal employees to 
apply for jobs within

When employees refer someone, 
update them about what is 
happening with their referee

Monetary/non monetary 
rewards for different types of 
contributions by the employee

Understanding why they are 
leaving?

Keeping them on file for possible 
rehire?

Incentives for high performing 
employees? 

Training on Soft skills, Business 
acumen training , 101, deeper
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Tom’s old 
phone 
breaks

Seeks 
advice in 

shop

Compares 
others 

online, buys 

Gets 
delivery

Update 
issues, 

Service call

Sept Wk 1 Sept Wk1, 2 Sept Wk 3

Uses the 
phone

Sept Wk 4 Oct Wk 2

Channel/ 
Medium

Stakeholders

Pain/joys

In-Person Online Surface mail Phone call, then 
Online page

Electronics Store Service staff

Backstage Electronics Store Tech Trainers
Likes XYZ phone, reads seller 
reviews, Buys from Tiger 
Electronics

Happy about on-time 
delivery and condition

Easy to order, Excited about new 
phone and features, like the 3 
month payment plan

Electronics Store staff not 
competent, are indifferent too

Likes the phone so far. 
Transfers contacts and 
files from old phone.

Where is all his old phone 
data gone after the most 
recent update??

Service agent for XYZ phone Co.Different online companies

Backend online process for update 
troubleshoot and Tech staff 

Copyright 2019 iknow LLC



52Copyright 2019 iknow LLC



➢

➢

➢

➢

53Copyright 2019 iknow LLC



54Copyright 2019 iknow LLC



55Copyright 2019 iknow LLC



56Copyright 2019 iknow LLC



✓

✓

✓

57Copyright 2019 iknow LLC



Employee Mike joins Company 
and undergoes 1 wk Onboarding

Starts on role Deeper into role Deep into projects

Interactions
with (significant 
ones)

Moments that 
matter, 
Expectations

Actual 
Experiences -
Pain/joys

In-Person, online, phone, email All channels+ project 
shared spaces

Manager, Team, Internal 
client, big external client team

Manager, HR, L&D, colleagues 
External client

An important week, first 
impressions, high expectations,
wants to put best foot forward

Backstage L&D, IT, HR

All channels. Used HR portal online 
quite a bit here. 

If there is too much detail, zoom into that segment. For ex, we 
zoom into Qtr 4 to show that journey on a separate page.

Happy about starting job, a little 
anxious about new people. No hitches. 
Smooth Onboarding but a lot of 
information crammed into short time

Excited about Finance 
project to establish first 
success milestone, feel 
confident. Feel a friction 
with BA in client team.

Major time crunch has hit. 
Something unexpected related 
to training requirement when 
external project needs my full 
time. Stress mode. 

External client project is full steam, 
interesting, challenging. An 
opportunity to prove myself in this 
space.

Get to know Team, Manager more, 
find out about all benefits, enroll in 
gym, start on any projects

All channels+ project shared spaces
Employee training page online

Any pictures/hand drawings/artifacts etc here……

Qtr1 - March Wk3 Qtr1 - March Wk4 Qtr2 - Apr - June Qtr 3 - July - Sept Qtr 4 - Oct - Dec

Channels

HR, Manager mostly, some 
team members as an intro

HR, Manager, IT help desk, 
Team, lobby person, admin 
assts, new internal client

Benefits enrollments questions to 
HR or to benefits company on 
phone a few times. Enrolled in gym. 
Like Team so far. Started a small 
project with internal client, Finance. 

Journeys can be rough hand drawn maps too

Introduction to external 
client, their teams. 
Establish contact with key 
stakeholders.



Employee Mike is deep into 
external client project

External project 
continues. End of 

week surprise

Training 
Requirements 

Unfold

Completes training 
with a lot of bumps 

on the way

Interactions
with (significant 
ones)

Moments that 
matter, 
Expectations

Actual 
Experiences -
Pain/joys

Usual all channels and project ones

Manager, Colleagues, L&D 
specialists

Lot of deadlines looming. Challenging 
fires to put out, doing well, though 
very long hours. BA has been difficult 
but had a talk, better after. See mass 
email telling us to complete training 
requirement by end of Quarter - that 
is December. Mark the email as 
important to pick up later.

Backstage L&D, IT, HR

All + Employee Training Portal

Expectations are high from client. I was 
hoping for challenge and this is one. 
Looking forward to wrapping it all up 
with success.

Speaks to Manager. All ok there 
but is urged to hurry up and do 
it all. Goes to older emails to 
confirm requirement of only 6 
courses, not 23. Annoyed that 
it does not reflect that on his 
training page. Starts doing 
courses very fast.

Major time crunch has hit. Long 
hours with project + training. Not 
absorbing training but able to answer 
questions since they seem very basic, 
almost silly. Disengaging content. 
Finished all courses but not showing 
complete 2 days before quarter end. 
Raise help ticket with IT. Meet L&D 
specialist until fixed.

External client project is full steam.
Will finish each course and see 
completion of training portal.

On time incremental deliveries.
Ready for User testing. Big 
date.

Any pictures/hand drawings/artifacts etc here……

Qtr4 - Oct Wk 1 Qtr4 -Oct Wk 2 Qtr 4 - Oct Wk 3 Qtr 4 - Oct Wk 4

Channels

Manager, Team, External 
client team

End of week - One on one message 
from Manager marked urgent. 
Forwarded from HR. Says all training 
requirements are to be completed 
by October end and no courses are 
completed to date. Looks into 
training portal. Panic! 23 courses?? 
Calls friends in the company over 
the weekend. A bit reliever after.

Manager, Team, External 
client team, friends outside 
own team

Manager, Colleagues, L&D 
specialists, IT help desk

Don’t want Manager to form a bad 
impression about his latency. Have to 
explain genuine misunderstanding 
about end of quarter meaning.

All + Employee Training Portal a lot All + Employee Training Portal a lot



Before Start During After

Standardized, consistent job offer 
emails with some personalization

Use of social media to get the 
best candidates

Reduce information overload -
make it more interesting

Get information - what was 
candidate’s experience in hiring 
process

Better and streamlined 
Onboarding

Touch Points to improve Candidates and Employees Experiences

Communicate interview process, 
Regularly communicate where they 
are in the hiring process

Better JD (job descriptions) so 
they are eager to apply, not 
pained

Standardized, consistent job offer 
emails with some personalization

Special attention to candidates 
coming through employee referrals

Get information - what was candidate’s 
experience in hiring process

Better metrics

Get information - what was rehire’s
reason to come back to DART?

Involve employee in becoming 
brand ambassadors

Encourage internal employees to 
apply for jobs within

When employees refer someone, 
update them about what is 
happening with their referee

Monetary/non monetary 
rewards for different types of 
contributions by the employee

Understanding why they are 
leaving?

Keeping them on file for possible 
rehire?
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