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Digital Service Discovery & Design 
 
Methods take a user-centred approach to service discovery and design. Analysing the service end-to-end enables understanding of user 
journeys, customer experience, pain points, opportunities and waste. By understanding context, intent and digital readiness we explore 
opportunities for self-service and automation, designing digital services that improve customer experience and reduce cost. 

What is the Service 
 
Digital services can transform your interaction with users, both customers and staff, enabling the delivery of great services that people 
want to use, that cost less to deliver. 
 
Analysing the service end-to-end enables understanding of user journeys, customer experience and how agile ways of working can be 
applied, identifying pain points, opportunities and waste. 
 
By understanding how services are delivered end-to-end (people, process, technology, information) and your users’ context and intent, we 
can explore opportunities for self-service and automation, designing digital services that improve customer experience and reduce cost. 
 
 

What can it do for you 
 
This service enables organisations to design better services, aligned to their strategic aims, using Digital, Agile, Service Design principles 
and approaches, that improve customer experience and reduce cost. It delivers end-to-end analysis of services, understanding user 
needs, journeys and service performance and identifying opportunities for improvement and optimisation. 
 
By understanding readiness for digital modernisation, the approach can be tailored to the capacity and level of digital ambition of your 
organisation. 

Service Features 

 
1. User research, journey mapping, data analysis to gain insight 

2. Engaging techniques to involve a range of stakeholder holders 

3. Services framed in user roles, needs and usage scenarios 

4. Process mapping techniques with an emphasis on need/value 

5. Use of Lean, Six Sigma and blueprinting to eliminate waste 

6. Use of BPMN and process modelling tools to map information 

7. Understanding of digital maturity and readiness for digital modernisation 

8. Appropriate definition of skills/roles required to deliver process 

9. Opportunities and improvement identification and benefits analysis 

10. Agile collaborative delivery, coproduction, coaching and knowledge/skills transfer 

 
 

 

Service Benefits  

 
1. Design end-to-end across multiple touchpoints for a consistent service experience 

2. Digital change that matches your organisation's needs and capacity 

3. 'Fit for purpose' service design meeting user and business needs 

4. Analysis with a view to optimisation and improvement 

5. Co-production and knowledge transfer to internal staff 

6. Alignment of processes to strategic objectives 

7. Identify duplication and improvements, enabling reduction of cost and waste 

8. Engage stakeholders, generating ownership and buy-in 

9. Use of data to understand service performance and demonstrate improvements 

10. Understand the impact of digital change 

 

 

 



   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
  



   

 


