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INTRODUCTION

Join an emerging global field of Service 

Design, and give your career or organisation 

an advantage in the new world of business. 

Service Design involves practical, creative 

and collaborative approaches to developing 

new or improved services. As the world 

becomes more interconnected, the problems 

organisations face have become more 

intertwined. That’s why Service Design has 

risen as an innovative field that takes design 

to the next level of orchestration to manage 

these complexities, which involves the 

facilitation of people and the process to come 

to effective solutions.

This means that Service Design practitioners 

foster a Design Thinking mindset to bring 

various stakeholders and multidisciplinary 

teams together to tackle complex problems 

with the aim to develop elegant and 

desirable experiences. 

    KEY TAKEOUTS

• Be guided through the Service Design 
methodology by experts and engage 
with key mentors in the industry

• Engage with guest speakers on the 
topic of Service Design 

• Create, build, prototype and package 
a Service Design concept

• Develop scenarios, storyboards, 
customer journey maps, and a 
practical service blueprint

• Rapidly prototype concepts in the 
real-world

• Think through the behavioral 
touchpoints of a concept, to support  
a comprehensive and purposeful 
brand experience 

• Learn the basics on how to facilitate 
ideation sessions and workshops 
 

TIME: 
18:00- 20:30
 
Every Tuesday 
Evening

2 x 4 hr Saturday 
Sessions in 
week 5 & 7

COURSE FEES:
R14 999

APPLICATION 
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4 Oct 2019

PRESENTED AS 
A PARTNERSHIP BETWEEN:

For more information contact 
info@ctca.co.za/ +27 (0) 21 201 1150
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This course is for design practitioners, business 
owners, and professionals in both the private and 
public sector who want to expose themselves to 
fundamentals of Service Design in practice. You 
maybe want to use Service Design in your practice 
or take what you have learnt to your organisation 
to foster a different way of working. 

DESCRIPTION OF 
PROGRAMME

In the course, you’ll learn both practical and creative 

approaches on how to design, plan and organise your 

business’s resources (people, props, and processes) in order 

to address the needs and improve on both the employee and 

customer experience. Design Thinking is capable of solving 

any problem and we know that it is not limited to the design 

of an aesthetic or physical object. Service Design takes a 

more holistic approach to design thinking and can be used as 

a powerful methodology to solve systematic problems and 

build useful services in both the private and public sector. 

On completion of the programme you will understand the 

key concepts of the Service Design Methodology and gain 

hands-on experience on how to apply various design thinking 

tools and methods. It will also teach you how to align and 

optimise the operations to better support the customer 

journeys of a service. Much like design thinking, the process 

is not straightforward and not always easy. At first, we’ll focus 

Due to the multidisciplinary nature of Design 
Thinking we encourage applicants from all areas 
of specialization and management. It doesn’t 
matter if you haven’t engaged with design before, 
you will bring value to the teamwork in different 
ways and learn from others.

IS THE COURSE 
FOR ME?

on the key concepts of Service Design, before you tackle a 

challenge of your choice, applying the tools and theory as 

you move through the programme. Services are complex 

and you may be faced with a messy, ambiguous landscape 

where customer pains are rooted in the underlying insights. 

While being guided through the process to discover these 

insights through research, ideation, and prototyping, the 

course also has an emphasis on building a detailed service 

blueprint of your solution and packaging this solution for 

the market. 

At the same time, the course will equip you on how to 

facilitate and be strategic when working through the 

process. You will leave feeling more confident about what 

Service Design is; how to apply the methodology to develop 

a solution; and what you need to consider as a facilitator or 

team player going into any design project.
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MODULE 1: 
Overview of the Programme

1.1 Getting Started
An opportunity to introduce everyone and go over 
what the course will cover 

1.2 Introduction to Service Design
Gives a broad overview of what Service Design is, 
its principles and methods 

1.3 Panel Discussion
This is a discussion about what it takes to be a 
Service Design practitioner 

1.4 Design Thinking 
Introducing design thinking as a general theory 
of problem solving and giving an overview of 
the process and tools to prepare for the design 
activity

1.5 Design Thinking Sprint
A Design Thinking  activity that
introduces the participants to Design 
Thinking in a short space of time 

MODULE 2:
Discover and Understand 

2.1 Challenge Briefing 
We’ll introduce the different challenges and 
prepare for the first stages of process 
 
2.2 Setting the stage 
Begin to understand and research what has 
already been done and start to navigate the 
greater context

2.3 Unpacking challenge 
This is the opportunity to unpack all assumptions, 
questions and terms 

2.4 Apply Research Methods    
Apply selected research methods to understand 
more about the challenge
 
MODULE 3: 
Observe and Define

3.1 Talk to people 
Go out and interview people, to understand what 
their desires are, what frustrates them etc 
 
3.2 Unpack interviews 
Unpack the interviews to identify things that were 
surprising, that may have caused tension or may 
have created a hunch

3.3 Journey mapping
Understanding the current journey of the 
customer and framing this with empathy in mind
3.4 Persona Development    
Draw up persona profiles to understand their 
needs, influences and roles and responsibilities 

3.5 Framing insights  
Making a diagnosis on a need and how this is asso-
ciated with an insight with a HMW statement

MODULE 4: 
Ideation & Concept Development 

4.1 Introduction to 
Facilitating a workshop 
Understanding the fundamentals of running a 
workshop and facilitating ideation
 
4.2 Idea Generation  
Apply various ideation methods to lateral 
brainstorms and methods to go for quantity

4.3 Idea selection 
Start synthesising ideas by clustering, pairing,
idea blossoming and voting
 
4.4 Building concept    
Framing the main features of the concept, its main 
function, forms and the behaviours it induces

MODULE 5: 
Prototype & Test

5.1 Low fidelity prototyping 
Working hands-on with basic materials to create 
fast and feedback effect prototypes 
 
5.2 Plan testing strategy  
Plan the most effective way to get feedback from 
users and various stakeholders

5.3 User testing 
User integrated testing to understand more about 
the concept 

5.4 Unpack testing     
Understand what the user liked and didn’t like, 
questions they may have had and new ideas they 
may have had

MODULE 6: 
Service Blueprinting

6.1 Service Blueprints 
After many iterations, it’s time to build in a 
practical and technical blueprint of what the 
operations will be both for the front and backstage

6.2 Feasibility and Business processes  
Building from the Service Blueprint, a higher level 
business process map will help understand the 
business and organisational logistics

MODULE 7: 
Packaging Solutions and Presentation

7.1 Package document
Wrap up concept, process and 
blueprint in a report format from 
the template provided 

 7.2 Presentation  
Present your concept in picture 
format and enjoy a social with 
the group


