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part 1: the present service
(Describe the service as it is now)
Which services are you proposing today?

To whom are you proposing these services? 
Indentify the most important target groups. Make the difference between the services that are applicable for all target groups and those that are for specific targets. 
Who is in charge of delivering these services? 
Make a chart or describe with words who is in direct contact with the customer and who is in charge of back-office processes to ensure the services are delivered.    
With which other services or service providers are you cooperating and how is organised at the moment? 
What are the biggest problems today? What are the main failures in the system?
part 2: SWOT
Put the results of the SWOT exercise in a grid and identify the three most important strengths, weaknesses, opportunities and threats (by putting them in bold or in a colour). 
	SWOT
	Positive
	Negative

	Internal
	STRENGTHS
1.

2.

3.

4…
	WEAKNESSES
1.

2.

3.

4…

	External
	OPPORTUNITIES
1.

2.

3.

4…
	THREATS
1.

2.

3.

4…


Possibilities


Look carefully at your top 3 strengths, weaknesses, opportunities and threats and try to combine them. These combinations can lead to possibilities to change significantly your service. 
	OPTIONS
	Top 3 strengths
	Top 3 weaknesses

	Top 3 opportunities
	We can use these strengths to  use these opportunities
	We can overcome these weaknesses to use the opportunities  

	Top 3 threats
	We can use these strengths to reduce the threats 
	We can tackle the weaknesses that reinforce or create these threats 


Conclusions
Base don these options, you can note down some conclusions that can later be used as a start for the formulation of objectives. Try to translate unrealistic options into realistic ideas. 
part 3: objectives 
This chapter is the core of the document.  

Describe First wahat you want to achieve with the service design project (vision) and after that in more detail, the problems you wish to solve (scope). 

Motivate your vision (why do you want to do this) and indicate which problems are a priority to solve and why. Always put the advantages for user first and only in second place the benefits for you own organisation.
Finally, define the success criteria, ordering them according to their importance.

part 4: action plan
An action plan is used to define the way to implement decisions. It is also used to monitor the implementaion. Ideally, you will communicate the action plan to all the staff members involved, as way to ensure that everybody knows what is happening when. The project leader will control advancement and will eventually update the plan.
4 elements are crucial:
Actions 
Make sure the actions you define in your planning are clearly formulated. 
Team 
Make a list of all the staff members that will be involved in your service design project. All team members are expected to have a responsibility. 
Describe the role of each team member and the specific responsibilities they have. You should also define how communication is organised, under which staff member’s responsibility, and who is the project leader or manager. 
Timing 
Make sure to indicate the timeframe and milestones for each action. 
Means
Describe the means that are available for the action. This will also include time (of staff, in person-days) or budget. 
Een schema kan een goede basis zijn om het actieplan te visualiseren:

	Actions
	Implementation (who’s responsible + team)
	Start – end (timing)
	Means

	
	
	
	

	
	
	
	

	
	
	
	


Tips for the researcher
· Being clear and precise in the formulation of actuons is a key for success. 
· Always identify one single person responsible and put a clear deadline for each action.

· Make sure the person in charge can actually take decisions, in order not to create unexpected delay if decisions are needed during implementation. 

· Make sure the team is motivated and is not changed during implementation. That way, decisions taken will not be put into question during implementation.
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