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Service Design and Implementation 
 
Our service design methodology is a user-centred approach that places equal value on the customer experience and the business 
process, to create quality experiences and seamless end-to-end service delivery. We use design thinking techniques to map the as-is 
service, understand user journeys and pain points, and identify opportunities for improvement. 
 

What is the Service 
 
Working within a multidisciplinary team, our service designers seek to understand the context of the service and how users experience it. 
We use service mapping and blueprinting to identify the current service and map pain points to each stage. This enables us to fully 
understand the current service, what is and is not working for users, and explore how we might improve it. Through workshops and 
collaboration, we go through a process of ideation to develop a future service blueprint that will address the pain points we have 
identified. We make considerations around existing systems, processes, and governance to ensure the redesigned service will be fit for 
purpose. 
 

What can it do for you  

 
Service design is essential when establishing a new service, or redesigning an existing one. It provides space and time to step back and 
review a service, to understand how it is working and to what extent it is meeting user needs. Service design centres people and their 
real-life context and experiences. It ensures the service will achieve its intended purpose, considering the varying needs of the users, as 
well as making sure it is fully accessible. 

Service Features 
 

1. Meet both user needs and business needs 

2. Identify capability duplication 

3. Create consistent and cohesive experiences both frontstage and backstage 

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

5. A scalable and strategic service design approach 

6. Identify capability duplication 

7. Collaborative workshopping methods 

8. Gain key stakeholder buy in 

9. Upskilling and service design knowledge transfer 

10. Adhere to GDS Service Manual guidelines 

 

Service Benefits  
 

1. Unify with an 'end to end' service design approach. 

2. Unify with a 'surface to core' service design approach. 

3. Solve users’ whole problems, rather than smaller problems in isolation. 

4. Understand where your service fits/feeds into other services across government. 

5. Meet the GDS service standards. 

6. Upskill your team in service design thinking, tools, and techniques. 

7. Create a long term vision for service improvements. 

8. Deliver truly user centred service, that is iterative and scalable. 

 



   

 

   

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
  



   

 

   

 


