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Workshop: Service Design
Professor Matt Franks

mfranks@ac4d.com 
@franknatic 
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Today’s workshop:

• Who am I? 
• Rules for today 
• Service Design - Theory 
• Example - Yellow Bike 
• Customer Journey Map - Try it! 
• Crafting the ideal state 
• Example - Blackboard 2020 
• Service Blueprint - Try it (if there is time) 
• Reflection
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Professor Lead Interaction Designer
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There are some rules!

• Give yourself permission to try something new.. 
• The more you play, the more you will learn 
• Ask questions - It’s ok to yell them out 
• Get your money’s worth 

This workshop assumes some understanding interaction design.. 
If something doesn’t make sense, it’s ok to ask.
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Think about the last great 
experience you had with a 
digital product / company…

What made it great?
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Did the sum of your experience 
take place in a single moment, 

or did it play out over time?
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This depends on how you qualify “the experience”

Did the sum of your experience 
take place in a single moment, 

or did it play out over time?
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There is no hard boundary between a  
“digital product” and a “service”:

• used to achieve a goal
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There is no hard boundary between a  
“digital product” and a “service”:

• used to achieve a goal 
• used over time (the boundary points are a matter of perspective)  
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There is no hard boundary between a  
“digital product” and a “service”:

• used to achieve a goal 
• used over time (the boundary points are a matter of perspective)  
• maintain some awareness of a relationship with the user



Flipboard: First Time User Experience



Flipboard: Continued Discovery
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First Time User 
Experience

Continued
Discovery

Digital products change their behavior over time…

“Normal”
Use



Instacart: Continued UseInstacart: FTUE
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First Time User 
Experience

Purchase Arrival of 
products

Shop Bag of 
groceries

Shop
(subsequent use)
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First Time User 
Experience

Purchase Arrival of 
products

Chosen Store
Purchased Items & Quantity

Modifications to order

Shop Bag of 
groceries

Shop
(subsequent use)



18

First Time User 
Experience

Purchase Arrival of 
products

Chosen Store
Purchased Items & Quantity

Modifications to order

A person

Shop Bag of 
groceries

A TokenDigital
Product

Shop
(subsequent use)

Touch-points: A point of interaction between the system and the user

Digital
Product

Digital products supported non digital touch-points.
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Why is this a challenge for designers & product managers?

Customers tend to experience the system 
through figurehead elements and take the less 
visible connective tissues for granted.  These 
touch-points, while experienced independently, 
are evaluated collectively.
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Customers tend to experience the system 
through figurehead elements and take the less 
visible connective tissues for granted.  These 
touch-points, while experienced independently, 
are evaluated collectively.

Service providers tend to focus on the figure head elements rather than 
the less visible connective tissues (Home page / App).
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Service providers tend to focus on the figure head elements rather than 
the less visible connective tissues (Home page / App).

There is a general lack of consensus as to when the experience actually 
begins, ends, and the customer’s goal in using the service.
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Customers tend to experience the system 
through figurehead elements and take the less 
visible connective tissues for granted.  These 
touch-points, while experienced independently, 
are evaluated collectively.

Service providers tend to focus on the figure head elements rather than 
the less visible connective tissues (Home page / App).

There is a general lack of consensus as to when the experience actually 
begins, ends, and the customer’s goal in using the service.

A customer’s experience typically manifests across divisions of an 
organization - who maintain ownership over “their customers”, yet users 
perceive themselves as a single entity.
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“I’d like to buy the cloud please.”
Actual AT&T customer in a retail store.
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“The fact is, your company creates a customer experience 
whether you intend to or not; touch-points will exist at the 
various stages regardless of whether you consciously 
control and integrate them.”

Adam Richardson: Innovation X



26

A series of interdependent touch-points, 
perceived by users as a single functioning 
entity, used together over time to solve a 
problem or achieve a goal.

Reframing our understanding of a service:
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perceived by users as a single functioning 
entity, used together over time to solve a 
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Reframing our understanding of a service:

• Define the components & their relationship to one another
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A series of interdependent touch-points, 
perceived by users as a single functioning 
entity, used together over time to solve a 
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Reframing our understanding of a service:

• Define the components & their relationship to one another
• Indicates that the “service entity” is perceived differently by the customer 

than it is by others (presumable the service provider)
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A series of interdependent touch-points, 
perceived by users as a single functioning 
entity, used together over time to solve a 
problem or achieve a goal.

Reframing our understanding of a service:

• Define the components & their relationship to one another
• Indicates that the “service entity” is perceived differently by the customer 
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Reframing our understanding of a service:

• Define the components & their relationship to one another
• Indicates that the “service entity” is perceived differently by the customer 

than it is by others (presumable the service provider)
• Implies that the use is influenced by behavior, emotion, and perception
• Requires the service provider to be aware of individual touch points and 

the narrative connecting them - No more hiding in silos

A series of interdependent touch-points, 
perceived by users as a single functioning 
entity, used together over time to solve a 
problem or achieve a goal.
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A series of interdependent touch-points, 
perceived by users as a single functioning 
entity, used together over time to solve a 
problem or achieve a goal.

Reframing our understanding of a service:

• Define the components & their relationship to one another
• Indicates that the “service entity” is perceived differently by the customer 

than it is by others (presumable the service provider)
• Implies that the use is influenced by behavior, emotion, and perception
• Requires the service provider to be aware of individual touch points and 

the narrative connecting them - No more hiding in silos
• Provides criteria to evaluate our digital product against.  I.e. “Should I be 

looking at this as a service experience?”
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Interaction design is the creation of a dialogue 
between a person and a product, system or 

service. This dialogue is found in the world of 
behavior; an interaction that exists over time.

Service Design is interaction 
design; at a larger scale..
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Design Process & Theory

Ethnography Synthesis Prototyping

Immersion in the cultural 
context of a problem

Making meaning through 
inference based sense making

Hypothesis validation through 
generative, form-giving activities
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Design Process & Theory

Ethnography Synthesis Prototyping

Immersion in the cultural 
context of a problem

Making meaning through 
inference based sense making

Hypothesis validation through 
generative, form-giving activities

• Contextual Inquiry
• Contextual Observation
• Participatory Design
• Body Storming
• Journaling / Diary Study
• Cultural Probes

• Affinity Diagraming
• Design Principals
• Workflow Modeling
• Process Diagramming
• Customer Journey Map
• Storyboarding
• Archetype Definition
• Concept Mapping
• Reframing
• Insight Combination

• Storyboarding
• Hero Flows
• Paper Prototype
• Physical Prototype
• Scenario Validation
• Think-a-loud testing
• Simulation
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Design Process & Theory

Ethnography

Immersion in the cultural 
context of a problem

Making meaning through 
inference based sense making

Hypothesis validation through 
generative, form-giving activities

Problem finding, not problem solving. 
Understanding and empathy. 
Learning.

Synthesis Prototyping



LAUREN SEGAPELI • LINDSAY JOSAL 

YELLOW 
BIKE 

PROJECT

















Sign%in&Computer



EntranceSign%in&Computer



Entrance

Front&Desk

Sign%in&Computer





Parts&Bays





Library



Library

Parts&needing&to&
be&sorted



Work&Stations





“It’s my reason for getting up in 
the morning…”

Volunteer Coordinator
Founder YBP



“Getting people together to make Austin a 
better place to bike is really what it’s  

all about.”

Volunteer Coordinator
Founder YBP













































Yellow Bike Project's mission is to 
cultivate a community of knowledgeable 
cyclists in order to further grow Austin's 
bike community. Unfortunately, the 
overwhelming anxiety and confusion 
a first time volunteer experiences, 
leaves the possibility of growing within 
the community at the door.  





Design Criteria
• Fit the culture

• Sturdy

• Easily Replaceable

• Low Maintenance













“I really liked answering the flag when it went up.”
Volunteer Coordinator

“It was nice to give the less squeaky wheel  
some grease.”

Volunteer Coordinator

“It’s helpful. Especially because I’m a novice.”
New Volunteer





“I know who they are because they have a yellow rag on.”
First-time Volunteer

“It makes me more confident in knowing who is here 
to help me as opposed to someone who is here just 

working on a bike.”
Second-time Volunteer

“Since I put it on, no one’s asked me who a coordinator is.”
Volunteer Coordinator



Let’s	  Recap..
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Understand the user’s perspective: 
 

Ethnography for a service problem:

• What is the user’s goal?
• How do they view the system's touch-points as a means of achieving their goal?
• How they feel throughout the customer journey?
• When does the user’s perception of “working toward the goal” begin and end?
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Understand the user’s perspective: 
 

Ethnography for a service problem:

• What is the user’s goal?
• How do they view the system's touch-points as a means of achieving their goal?
• How they feel throughout the customer journey?
• When does the user’s perception of “working toward the goal” begin and end?

Understand the service provider’s perspective: 
 • What do they believe is the user’s goal?

• What types of tacit knowledge do they believe the user has? (“You’ve called the 
wrong help department”)

• What is the system’s goal?
• How do they view the system's touch-points as a means of achieving their goal?
• What do they believe users “feel like” throughout the customer journey
• When does the user’s perception of “working toward the goal” begin and end?
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Customer Journey Map
Depicts the archetypical journey of a user as they 
attempt to achieve a goal or satisfy a need.

• Requires us to do research with users - and to understand relevant 
moments in time (prior to the start and after the achievement of a goal)
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Customer Journey Map
Depicts the archetypical journey of a user as they 
attempt to achieve a goal or satisfy a need.

• Requires us to do research with users - and to understand relevant 
moments in time (prior to the start and after the achievement of a goal)

• Doesn’t account for every potential iteration. Use your judgement and 
summarize accordingly - illustrative vs predictive
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attempt to achieve a goal or satisfy a need.

• Requires us to do research with users - and to understand relevant 
moments in time (prior to the start and after the achievement of a goal)
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• Allows us to illustrate what the user is doing, how they feel while doing 
it, and the perceptions that guide their feelings and actions - Intangible



94

Customer Journey Map
Depicts the archetypical journey of a user as they 
attempt to achieve a goal or satisfy a need.

• Requires us to do research with users - and to understand relevant 
moments in time (prior to the start and after the achievement of a goal)

• Doesn’t account for every potential iteration. Use your judgement and 
summarize accordingly - illustrative vs predictive

• Allows us to illustrate what the user is doing, how they feel while doing 
it, and the perceptions that guide their feelings and actions - Intangible

• Can be used as a tool to describe the delta between what is happening 
and what is supposed to happen
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This isn’t science, or engineering. 
It’s design. Trust your (informed) 
intuition, and try to move on 
without all of the data. 
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ACTIVITY

Part 1 - Ethnographic Research (35 min)

Complete the research & activity guide - add additional questions 

Participatory research activity - Let’s try it 

Break into teams of 2 (moderator and note taker) and go do research with people in this 
conference (if you can’t find them, interview each other, but take turns moderating)  

Go out into the world and do research

In groups, create a customer journey map that 
illustrates the current state of “getting to a 
workshop” at this conference..
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In groups, create a customer journey map that 
illustrates the current state of “getting to a 
workshop” at this conference..

ACTIVITY

Part 2 - Create a journey map (40 min)

Illustrate the archetypical journey of users at this conference - Illustrative vs predictive 

just what is currently happening - NOT THE IDEAL STATE  

Choose a starting point - When does the user perceive as the starting point? 

Emphasize emotional factors or pain points - change the weight and placement of 
elements on your page to make your point 

Add quotes from your research around points of contention, conviction, or surprises 

Iterate on multiple pieces of paper
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Reflection
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So you’ve documented what’s wrong 
with a digital product / service offering..

How do you fix it?
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But the emphasis on symbolic detail often leaves 
stakeholders confused. A storyboard is a good 

alternative. It provides a depiction of the ideal state 
with a credible amount of detail for evaluation.

A customer journey map can be 
used it illustrate the ideal state..
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Blackboard 2020
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Tenured faculty at a large 
public school in Texas

Adjunct lecturer and director 
of a digital media program at 
a large public school in Texas

Adjunct lecturer in fine arts 
at a mid-sized public school 
in Texas

Clinical assistant professor at 
a large public university, 
adjunct at a small seminary, 
faculty at a distance program.

Lecturer and program 
director at a large public 
university in Texas.

Faculty at a large public 
university in Texas.

Adjunct lecturer in fine arts 
at a mid-sized public school 
in Texas.

Adjunct lecturer in fine arts 
at a mid-sized public school 
in Texas, and adjunct at a 
small private school in Texas.

Faculty and Program Director 
at a large public university in 
Texas.

Lecturer at a large public 
university in Texas.

Professor at a small private 
school in Texas, teaching 
primarily adult learners.

Professor at a small private 
university in Texas.

Associate professor of 
nursing and public health at 
a mid-size private university.

First year adjunct teaching 
communications in a 
community college system.

Associate professor of 
English at a community 
college system. She served as 
an adjunct for 15 years 
before accepting a full-time 
position 6 years ago.

30+ years of experience 
teaching nurses; supports 
faculty technology use at 
mid-sized private university

Participants

Overview
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The dirty little secret of most faculty is that they would like to teach 
as little as possible. I don’t know very many faculty – there are a 
few – that are like, ‘I love teaching, and I want to be in the 
classroom as much as possible.’ Most people want to be out of the 
classroom so they can do their own research. (8)

We keep hearing how tight budgets are – I’m in all of these Dean’s 
meetings where we talk about how we have to lose faculty… It’s an 
attrition game. We’re being told that, and we don’t regularly get 
raises, or we get tiny raises. We’re told how little money there is, 
and how we have to be more efficient and teach more students 
and all this, but there’s all this money being dumped into 
technologies, which we aren’t sure are making the classroom 
better. That’s money that could be paying instructors. (19)

Participants

P1: Janice, Professor
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I’ll kind of look at the story arc of the class – beginning, middle, 
end – and how these things are playing towards their being a 
cohesive finished portfolio at the end. And that generally is 12 final 
prints. Basically it’s a show. That’s it. It probably takes two or three 
months to plan.
I hate making syllabi. It’s really tedious. I really like coming up with 
the ideas, and the story arc of creating the content in the class. I 
don’t like scheduling it, the tedium of the syllabus. That part is 
really painful to me. But I like coming up with the content. 
The most rewarding part of this is creating something that my 
students want and will enable them to make the work they want to 
make, and enable me to support them in that process. (41)

Participants

P8: Sarah, Lecturer
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Grading… I hate grading.. it’s the worst. It’s very admin heavy.  Like 
you spend a lot of time working with spreadsheets. You have to 
make a lot of hard decisions – I’m a very nice person and I want to 
give everyone an A but I can’t. So I have to make those decisions –
so I know I need to grade harder for certain people for certain 
reasons and it’s difficult for me. (19)

Syllabus writing is my second least favorite part of teaching. Mostly 
because of the dates. I actually stopped putting in all of the dates 
this semester because I hate it so much. It’s like two days a week 
and you have to plan out the flow of the course.  It’s probably 
actually the worst part – which is stupid – I think I hate admin 
work – is figuring out what the dates are for the class that you 
teach. Going through the whole semester, I find that mind 
numbing.
Figuring out the order of the class is satisfying, but it is hard.  You 
have to figure out how fast to introduce things. Because it’s 
technical you can’t introduce it all at once because they get 
overwhelmed – your brain can only absorb so much technical 
information… It’s figuring out the pacing. (37)

Participants

P3: Jessica, Adjunct Lecturer
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Narrative Framing

Metamorphosis: Past

We have a nostalgia for academia, painting a 
historic picture of the professor as a revered 
authority. Professors enjoyed teaching as a 
noble pursuit, and before tenure guaranteed 
academic freedom, professors enjoyed an 
implicit tenure based on their pedigree and 
social standing. 
. 

We similarly romanticize college students, 
describing them as motivated and curious. We 
tell a story of college students as having 
intrinsic passion for the subject they were 
studying, and a thirst for knowledge. 
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Narrative Framing

Metamorphosis: Present

They are subject matter experts, but they have 
little financial commitment from their 
institution and lack stability in long-term 
employment; additionally, they have little to 
no training in teaching, and little visibility into 
a larger curricula strategy.

The academic landscape of today is very 
different. Faculty feel pressure to publish and 
gain notoriety in their field, and teaching is a 
distraction from this. Educators passionate to 
teach even within the "publish or perish" 
culture find increased administrative pressure 
for consistency, assessment, and objective 
tracking of student growth. 

Other faculty find success in research, where 
the pursuit of knowledge is linked closely to 
government and corporate funding. Faculty 
who are successful in this capacity find less 
and less time – and incentive – to teach, and 
instead view their role in academia as entirely 
removed from the student journey. 

Still other faculty are unable to attain tenure, 
but continue in academia by lecturing as 
adjunct professors. 
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Narrative Framing

Metamorphosis: Present

These faculty shifts are a backdrop for changes 
in student behavior, composition, and attitude. 
Faculty view today's students as aimless and 
anxious, and lacking the ability for critical 
thinking. Traditionally, college was something 
rare and alluring; now, it's considered table-
stakes for active participation in society. 

College students typically spent four years in a 
single program, immediately after their high 
school course work. Today's college students 
enroll in class, take a year off, transfer, and 
cobble together credits from community 
colleges, online programs, and in-person 
learning. This student's attention is fleeting, 
and academic programs need to focus on 
engagement through service-delivery and 
experience in order to minimize attrition.
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Future of video
A narrative based artifact that describes the 

components of the system and how they work 
together to facilitate a service.



How	  do	  you	  maintain	  focus	  
on	  the	  user	  throughout	  the	  
development	  process	  ?
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A service blueprint allows organizations to 
structure the complex choreography that makes up 
a service / digital product offering without losing 
sight of the user experience they seek to support.
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A service blueprint allows organizations to 
structure the complex choreography that makes up 
a service / digital product offering without losing 
sight of the user experience they seek to support.

• Forces introspection on what needs to be done to support the ideal user 
experience holistically & for each individual touchpoint
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A service blueprint allows organizations to 
structure the complex choreography that makes up 
a service / digital product offering without losing 
sight of the user experience they seek to support.

• Forces introspection on what needs to be done to support the ideal user 
experience holistically & for each individual touchpoint

• Forces organizations to remain focused on achieving the ideal user journey, 
rather than performing tasks that map to their roles and responsibilities
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Supporting Service Encounter
Non Customer Service Interface
Often times, these chains of dependencies are required 
to perform the customer service encounters - and can 
start prior to and end well after the customer encounters.

Ideal customer journey
Describes the ideal starting point, 
sequence of actions, and end point for 
a user of the digital product / service.

Touch points
Components of a system that a user 
interacts with to achieve a goal. These can 
be digital, physical and/or interpersonal.

Line of Interaction

Line of visibility
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Supporting Service Encounter
Non Customer Service Interface
Often times, these chains of dependencies are required 
to perform the customer service encounters - and can 
start prior to and end well after the customer encounters.

Ideal customer journey
Describes the ideal starting point, 
sequence of actions, and end point for 
a user of the digital product / service.

Touch points
Components of a system that a user 
interacts with to achieve a goal. These can 
be digital, physical and/or interpersonal.

Line of Interaction

Line of visibility

App:
Sign-up

App: Store 
and products

Downloads 
Application

User Starts 
Shopping

Find nearest 
partner store  

by zip

User adds 
item to cart

Check 
Inventory of 
Listed Item

App: Cart



Service Blueprint

V1 Release

Pre Term Start

Mapping teacher actions, behaviors & goals TO system actions and responses in the V1 
Ultra product.  This service blueprint visualizes “how” a teacher uses the V1 Ultra product 
over the duration of their course. It shows how Ultra supports the teacher through a 
service experience that evolves over time - rather than a list of features.

Ultra Teacher

Time & Milestones

I’m Teaching Wrapping UpPreparing for Class

Teacher Actions

Touchpoints

UI Behaviors 
& Responses

System Actions
& Behaviors

Line of Interaction

Build Mode Term Start Term EndFinal Tasks

Line of Visibility

Course Shell 
Created by Admin

Course is closed 
day prior to start 

date

System send an email 
to all students in the 

roster that the course 
has been opened

informs teacher that 
their course shell is 

in Ultra

Email
informs teacher that 
their course shell is 

in Ultra

Stream Item

Teacher Accesses 
course “shell” from 
email, stream item, 

or course list

Teacher is informed 
of new course in 

their timeline

Appears in teacher’s 
course list

Course Item 
Not Visible State

Can be empty or with 
prepopulated content 

(from admin)

“Course is open and 
we’ve sent an email 

to all students in  the 
class”

Course 

FTUE

Not Visible State
Course Course 

Not Visible State

Default not visible

Default not visible

IF First Time Entry to 
THIS Course page

IF teacher builds doc IF teacher builds test 
or assignment

Introduces teacher 
to this “safe space” 

and shows them how 
to allow student 

access

IF no content
Introduces teacher 

to course roster and 
outline - “click here 

to make or add 
content”

IF content

NEED “Here is 
content, where it 

came from. How to 
change visibility to 

student”

System notifies 
teacher of end of 
term - close the 

class?

Inform student of 
course closure and 

accessibility to 
course content

If Grade already 
release, When 

comments or changes 
are made to students 

submission, notify 
student

Notify students of 
grade posted

Add grade, 
comment, to 

students view of 
submission

When assignment 
is returned to 
student, notify 

them of need to 
resubmit

Teacher is informed 
that course is closed 

to students

Teacher adds 
content to the 

system by Upload 
or Drag and drop

informs teacher 
course is closed to 
students and class 

starts in 1 day

Email Confirmation

Overlay Appears 
highlighting how to 
unlock the course

Course
Not Visible State

Course Outline

Added Content

FTUE
NEED “Content is 
hidden by default, 

here is how to make 
it visible to students”

Course 
Not Visible State

Teacher elects to 
create content in 

ULTRA

Teacher opens 
course gradebook 

Teacher opens the 
course to student 

access

Teacher teaches 
their course - 

Physical or Digital 
presentations 

IF first time in 
gradebook for this 

courses AND test or 
assign needs grading 

schema.

Overview of grading 
progress for the class. 

List assignments as 
necessary that need 

attention.

Overview of grading 
progress for items in 

the class.

List of students and 
submission activity

Ability to “nudge” 
students who have 

not posted any 
submission - 

Individuals and bulk

Course Outline

Course 
ANY State

Course 
Visible State

Visible State

Gradebook

Create Content

Course Outline

Course 
Visible State

Course Outline

Content Item

Course 
Visible State

Base 
Gradebook

Gradebook

Item
Submissions List

Is displayed in class or 
loaded into learn

Content

Content is invisible 
until teacher clicks 

show

Default
Content is visible in 
“disabled state” to 
students. Includes 
date in which item 
will be displayed

Show on date

Item
Submissions List

Submissions
from student

FTUE
How to build / add 

components to page
FTUE

Introduce grading 
schema control

FTUE
How to build / add 

components to page

FTUE
Highlights Grade 
Schema control - 

“Click here to 
choose how 

assignment is 
graded”

Items with    still need to be created

These actions are repeated throughout the term

informs teacher of 
course end. “What is 

closing a course”  and 
how would you like to

Email
Overlay appears 

informing of course 
end. “What is closing 
a course”  and how 
would you like to:

Options:
- Allow content access
- Restrict Access

Course Timeline

Teacher makes 
course content 

available
“Show / Hide”

Teacher opens test 
or assignment to 
start / continue 

grading

Item
Submissions List

Teacher Posts 
grades for an item

Finalize and export 
grades from system

Teacher closes 
course to students

Teacher is aware of 
how to close course

Teacher reviews 
submission AND/OR 

grading progress

Action to post items 
where grading has 

been completed
(Bulk)

Action to post grades 
for each item where 
grading is complete

Action to post grades 
for submissions that 

have been graded

Course 
Visible State

Base 
Gradebook

Gradebook
Action to add 

calculations and  
export grades 

Course 
Visible State

Gradebook

For Tests

Ability to browse all 
submissions of test 

from a single student

Ability to choose 
grading method 
when multiple 
submissions

Single comment stream that records events as time 
stamps (visible between teacher and student only)

Add grade to submission(s).  
Option to use rubric when grading

For Assign

Ability to see 
assignment and 

return to student for 
another submission

Add grade to 
students 

submission - do 
not display until 

teacher clicks 
“Post Grades”

Notify student 
when teacher 

clicks show

Notify student 
when content 

becomes 
accessible



Service Blueprint

V1 Release

Pre Term Start

Mapping teacher actions, behaviors & goals TO system actions and responses in the V1 
Ultra product.  This service blueprint visualizes “how” a teacher uses the V1 Ultra product 
over the duration of their course. It shows how Ultra supports the teacher through a 
service experience that evolves over time - rather than a list of features.

Ultra Teacher

Time & Milestones

I’m Teaching Wrapping UpPreparing for Class

Teacher Actions

Touchpoints

UI Behaviors 
& Responses

System Actions
& Behaviors

Line of Interaction

Build Mode Term Start Term EndFinal Tasks

Line of Visibility

Course Shell 
Created by Admin

Course is closed 
day prior to start 

date

System send an email 
to all students in the 

roster that the course 
has been opened

informs teacher that 
their course shell is 

in Ultra

Email
informs teacher that 
their course shell is 

in Ultra

Stream Item

Teacher Accesses 
course “shell” from 
email, stream item, 

or course list

Teacher is informed 
of new course in 

their timeline

Appears in teacher’s 
course list

Course Item 
Not Visible State

Can be empty or with 
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courses AND test or 
assign needs grading 

schema.

Overview of grading 
progress for the class. 
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In groups, create an ideal customer journey of 
“getting to a workshop” at this conference and 
illustrate it with a service blueprint

ACTIVITY

Part 3 - Service Blueprint (40 min)

Choose a starting point - Where should the ideal user experience begin? How? What is the 
touchpoint that begins the journey and how does it manifest? 

Next, outline the ideal customer journey (Shapes with text are fine) 

Then, map the touch-points that are necessary to support the ideal journey. (Don’t worry 
about special cases or random events.) 
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Reflection
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Additional Resources

1 Day Bootcamp
Saturday March 7, 2015
www.ac4d.com/bootcamp

Well Designed
Jon Kolko

http://www.ac4d.com/bootcamp


Matt Franks
Professor, Austin Center for Design 
mfranks@ac4d.com 
@franknatic

mailto:mfranks@ac4d.com

