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ÁThe information & service economy

ÁService design - framework and tools  

ÁJourney planning & way finding

Innovation & development in the service economy -
the vital role of research
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ONS revised productivity data for the year 2004, International Comparisons of Productivity, February 

2006.   
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Á UK productivity dragged down by services sector

Á Services sector 69% of UK GNP

Å Services sector 30% less productive than UK manufacturing

Á Public sector part of productivity gap

But:

Á Private sector 

ÅUK wholesaling and retailing sector 66% of US productivity

ÅUK financial services 50% of US productivity

ÅUK financial services alone comprise 18% of UK:US productivity 
gap

UK Productivity requirement
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Å ña product manufactured by human supplier(s) and consumer(s) at the 
point of service deliveryò

Å designed with the same precision as engineered products  

Å consumer service needs can be defined explicitly, allowing 
matching of design to needs 

Å service delivery can be designed & built in individual component

Å consumer supplies relevant information that enables the specific 
ñmanufactureò of the service at that time 

Å liberating service -deliverers to do that which only humans can do 
ïinteract with individual human being(s) receiving the service

Å supplier staff and consumers both contribute to the ñfinal 
assemblyò of the service

Service definition :
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The framework
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Strategic project

Project stream

Project components
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DISCOVERY

Definition RESEARCH & ANALYSIS

ÁExternal environment - ask the right question 

ÁMarket / segment needs and wants: demographic, segment scaling, perceptual mapping 

ÁDefinition of current services: process map and issues arising 

ÁService observations - walkabout observations 

ÁGaps and issues - themes impact analysis

Purpose FRAME THE RIGHT SUBJECT WITH SHARP QUESTIONS

ÁIdentify, map & picturing selected markets or segments needs / wants in a changing world / local context

ÁAsk all the important questions, continuing to broaden enquiry and set up loops for iteration of Discovery

ÁFind the right perspective from which to address the subject

ÁPersist

ÁStart from here

Set -up and 
activities

PREPARE THE GROUND

ÁIdentify appropriate resource, especially existing fields and forms  

ÁCombining internal / external research and analysis ïfield, desk, qual/quant, action, primary/ secondary 
& all sorts of research 

ÁClear brief & framework and relevant tools

ÁComprehensive & integrated approach

ÁUse of existing information/data including journey mapping 

ÁClassified and catalogued for extensive re -use in all projects

Outputs STIMULUS PAPER:

Summary of key gaps and issues that relate to the context and market needs 

ÁFocus the full weight of Discovery to maximise the power & reach of the Generation activity that follows

Focus on Discovery
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GENERATION

Definition HARNESS CREATIVE POWERS OF PEOPLE

ÁInformed and concerned individuals to produce new ideas that meet 
the needs identified in Discovery

Purpose CREATE THE WIDEST RANGE OF IDEAS

ÁPossible service improvements at the level of strategy, process and/or 
physical touchpoints 

Set - up and 
activities

PRESENTATION TO FOCUS GENERATION on the key 

ÁIssues arising from Discovery Stimulus Paper 

ÁInternal and external contributors with range of perspectives

ÁSpace and facilities to create and capture ideas 

ÁOpen space brainstorming tool

ÁMix of skills & no hierarchies

Outputs SESSION REPORTS: ñUnedited òideas for future evaluation, written up 
in template session report

Focus on Generation
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