
• Quick show of hands – what roles do we have? 
• Developer, designer, researcher, service designer, graphic designer 
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• If you have any questions as we go along feel free to ask – don’t have to wait until 
the end… 
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• I think it’s always useful to know a little bit about your presenter 
• I’m a seasoned UX professional currently working at ProQuest – a world leader in 

collecting, organising, and publishing information for researchers, staff, and 
students in libraries and schools around the world 

• Have previously worked both in-house and for agencies 
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And of course you might also know me from my long running Location, Location, 
Location TV show with my onscreen wife Kirsty Alsop 
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• Hands up who has heard of the business model shown here or the lean canvas 
• Used often for thinking about and documenting new or existing business models 

e.g. start-ups 
• Canvas is really a set of thought starter questions and a place to put insights 

together 
• Attended workshop using business model canvas and thought with a few changes 

would be great way to help construct or deconstruct a service 
• The service model shares some of the segments, such as key activities and 

channels but is focused on a service model rather than a business model 
• What is a service? 
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• Ah, but UX design is really service design 
• And UX designers are really service designers… 
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• There is often the misconception that UX design is just about the user interface 
• About the interactions with a device, the clicks, the taps and key presses 
• That UX is the same as UI 
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• But UX design should consider so much more than just the UI 
• An experience is more than just some clicks and taps, it’s about the wider service 
• Like service design UX design needs to consider the wider user experience, the 

bigger picture 
• As Chris Atherton and Ben Holiday said this morning, to deal with complexity, you 

first need to see it 
• As Josh said this morning, we are all experience designers 
• The customer’s wider journey and wider experience of a service, even if some of 

that experience is outside the realms of the UX design 
• Incidentally anyone recognise this fine city? 
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• And we need to consider the business of the service 
• Because ultimately any service and UX design needs to make a return on 

investment, otherwise it’s not going to last long 
• The service model helps to think about not just the service, but also the ROI and 

performance for a service – the more business model side of things 
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• As you can see like the business model canvas, the service model canvas is split up 
into segments 

• Each segments have thought starter questions 
• Key is to capture some thoughts and insights – not necessarily everything 
• Will need to come back to add in the detail, or test some assumptions  
• Walk through sections (on wall) – users, service proposition etc… 
• I’m going to walk you through the canvas by using an example that hopefully 

you’re all familiar with 
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• Hands up who uses Spotify? 
• Spotify is obviously a music streaming service 
• I’ll run through each segment, describe what sort of questions you’ll want to ask 

and then look at Spotify’s case 
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• Every service needs users. Without users you don’t have much of a service 
• Who are / will be the service users? 
• Might have lots of different users, what segments are there? 
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• For Spotify users might be: 
• Music lovers – Might have a large and well established music collection. Very 

passionate about music. 
• Music likers – Not so passionate but still an important part of their life 
• Music rarelys – Might listen to music e.g. in the background but don’t generally go 

out of there way to listen to music 
• Likers likely to be largest group but lovers more important as early trend setters 

and most active users 
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• Actors are the people involved in delivering the service e.g. employees, suppliers, 
partners 

• Who is / will be involved in delivering the service? 
• Who are / will be the key partners, suppliers and stakeholders? 
• Without who can the service not be delivered? 
• Actors can be front room e.g. sales staff, customer service operators or back room 

e.g. planners, implementers 
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For Spotify might be: 
• Spotify support staff 
• Customer service staff 
• What other actors might there be? 
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• What about… 
• Artists 
• Media, such as radio stations that might include playlists and information on 

Spotify 
• Music labels 
• Brands and companies for advertising and tie-ins 
• Also bloggers and journalists 
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• What is the service proposition? What’s in it for me? 
• Why would someone use the service? 
• What value does the service bring? 
• Very important to consider the proposition because without a good proposition, 

users won’t use a service. 
• Sure early adopters might use a service without a strong proposition, but not the 

majority of users 
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• This is Spotify’s proposition 
• All the music you’ll every need, right here. 
• You favourite artists, albums and readymade playlists. 
• Proposition is about choice, about convenience. 
• Don’t have to download music, don’t have to set-up own playlists, don’t have to 

buy new music. 
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• Very important to consider usage. 
• The context in which a service will be used and the sorts of things that users will 

be doing, or will try to do 
• How should / do users use the service? 
• Helps to identify key tasks and goals to focus on 
• Also important to consider the frequency of usage. Will users use it daily or maybe 

even just once? 
• How frequently is / will the service be used? 
• Of course you’d like users to use a service, and how they actually use a service 

might be quite different – so important to gather data whenever possible 
• Might have insights for a current service, such as research or usage data (e.g. 

analytics) 
• Might have to guess, or consider how users are likely to use the service based on 

what you know 
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• For Spotify usage is largely self-service 
• Common uses include… 
• Spotify is likely to be frequently used service 
• Many users will use it on a daily, or near daily basis 
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• Important to consider the channels the service will be delivered through 
• E.g. Web, Telephone, Shop, Mobile app 
• Incidentally when talking about a service a channel is slightly different from a 

touchpoint, a touchpoint is an instance of interaction, such as a shop visits, where 
as the channel is the interface mechansim i.e. the shop 

• Might be focusing on just one channel e.g. web, but need to consider that users 
might also utilise other channels 

• Through which channels is / should the service be available? 
• Might also want to push users to a particular channel, such as web over telephone. 
• Which channels are most cost effective? 
• Which cannels are users likely to favour? 
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• Spotify channels include… 
• Computer (web and app) 
• Mobile 
• TV (with a smart TV) 
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• Need to think about the competitors, the alternatives that a user has 
• After all, no good creating a service that is trumped by a competitor 
• Equally useful to look at what users are likely to compare you against and what 

sort of mental model they might bring to your service 
• What other similar services are available? 
• Who are the key competitors? 
• Also, don’t just consider direct, like for like competitors 
• What other options do users have? 

 

26 



• For Spotify obvious competitor is Apple Music 
• What other competitors do they have? 
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• Might include… 
• Other streaming services, such as napster, Google play and Amazon music 
• YouTube – that allows users to watch music videos for free 
• Digital downloads e.g. iTunes 
• Radio stations 
• Music TV channels 
• Illegal download sites 
• Physical music e.g. CDs 
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• Key activities considers the activities that are key to delivering the service 
• Will be activities by the service provider, not the users 
• If you were to break the service down into steps, which are the most important 

steps? 
• Which activities are required to deliver the service? 
• Which are the most important activities? 
• Can be front office activities e.g. dealing with customer complaints or back office 

activities e.g. delivering a purchase 
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For Spotify key activities might be… 
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• Of course the England football team 
• I love the fact that no none told Gerard to not open his legs so much or Roy 

Hodgson to tie his tie properly 
• Which key resources are / will be required to deliver the service? 
• What’s the stuff that is needed to deliver the service? 
• Could be physical resources e.g. Goods 
• Could be people e.g. staff 
• Could be virtual resources e.g. cloud servers 
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For Spotify might include…. 
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• I love this photo, made all the better by the fact that the guy has drawn on some 
whiskers, as if to harness his inner Lion 

• It’s important to think about the challenges that might arise 
• What current challenges exist? 
• What challenges do you forsee? 
• This will help to think about how you might deal with these challenges, or even 

pre-empt them  
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• An obvious challenge for Spotify is persuading artists to make their material 
available 

• Had the recent high profile case of Taylor Swift taking her music off Spotify  
• What other challenges do Spotify face? 
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• Costs are not something usually let someone else worry about but important to 
consider what costs are involved delivering a service 

• For example infrastructure costs, support costs and marketing costs 
• Important to be able to identify the most cost effective way to deliver a service 

e.g. self service over the web vs call centre 
• Don’t have to actually costs things, just identify where the money might be spent 
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For Spotify costs might include… 
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• As I mentioned before a service isn’t going to last long if it doesn’t provide a return 
on the investment 

• How will the service deliver a return on investment? 
• Doesn’t have to be a monetary return, could be enhanced customer satisfaction, 

brand value or greater employee satisfaction 
• Important to know how the service will benefit not just the users, but also the 

service provider 
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• For Spotify primary ROI is customers taking out premium membership 
• Also have advertising revenue streams and partner tie ins 
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• Finally need to know what the KPIs are 
• How will the service be tracked? How will you know how well it’s performing? 
• KPIs could include customer satisfaction, number of users, conversion rates, 

download etc… 
• KPIs will differ from service to service e.g. News website might include session 

duration and unique page views 
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For Spotify KPIs might include… 
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• So when is it best to utilise the service model canvas? 
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• Usually most useful early on during the initial discover for a new service or UX 
design 

• Helps to build alignment and bring teams together – build a shared understanding 
of the service 

• Helps to think about the wider service, to identify important insights, areas to 
explore further and questions to answer 

• Also helps to think about possible directions to go in and to gain consensus within 
the project team 

• For example, who are the users, what is the proposition, what KPIs will be use? 
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• Best to complete canvas as a group exercise if possible 
• Found it useful to stick up a large version of the canvas and then go through 

segments as a group 
• Can ask people to note down on post-it notes their thoughts and then go through 

collectively, or go through as a group 
• Could put down some thoughts as thought starters for a group to help get the ball 

rolling 
• Generally found it takes a good half day to a day to properly fill out a canvas as a 

group 
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• Time for a little group exercise 
• You’ll all have the opportunity to have a go at filling out a service model canvas 
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• Can choose one of 3 services, or come up with your own example 
• Can go for Ocado the online supermarket 
• LinkedIn the professional networking site 
• Or Amazon, choosing any part of Amazon you want to focus on including 

ecommerce, music or video 
• Will have around 30 minutes to start filling out your canvas 
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• Templates and example available on my website 
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