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04— Testing concepts through prototyping



04— Testing concepts through 
prototyping
• This stage is about taking 

your concept out for a spin. 


• Ideas on paper can be 
interesting, but bringing 
those ideas to life and 
testing them can be 
invaluable.



Getting starded: Why prototype?





The method is typical of structured 
approaches to creativity

divergent thinking to ensure the exploration of many possible solutions


Convergent thinking to arrive at an optimal solution.



AN ABDUCTIVE METHOD

• Nor deductive (premises -> consequences)


• Nor inductive (observation -> deduction)


• The abductive method involves looking for clues, producing 
hypotheses, putting them to the test.



Use of visual (and sensory) thinking

• Metaphors


• Prototypes

The flow of 
experience (pains 
and gains) can be 
reconstructed and 
not simply imagined.



Use of visual (and sensory) thinking

• Metaphors


• Prototypes

Creating easily testable 
mockups of the 
product or solution 
allows end users to 
interact with the 
solution before making 
a significant 
investment in 
implementing that 
solution.



Use of visual (and sensory) thinking 
(feel before think)
• Visual or narrative elements: charts and graphs, storytelling, use of 

metaphor and analogies, and so on


• Deep understanding of users: observing and interacting with them in 
their natural habitat (ethnography, qualitative research methods, 
participant observation, interviews, journey mapping, job analysis, 
etc.)



Use of visual (and sensory) thinking 
(feel before think)
• Structured collaborative work: mind mapping to facilitate drawing insights 

from ethnographic data and to create a "common mind" among team 
members, using collaborative ideation such as brainstorming and concept 
development techniques


• Identifying assumptions: assumptions about value creation, execution, 
scalability, and defendability that underpin the attractiveness of a new idea


• Prototyping: techniques that facilitate the realization of tangible abstract ideas 
(storyboards, user scenarios, metaphor, experience journeys, illustrations of 
business concepts, etc.)


• Field Experiments: Test the main underlying and value-generating assumptions 
of a hypothesis in the field with stakeholders







THE KEKULE’s DREAM



Roleplaying 

Get into character as someone (or even as a piece of equipment) 
delivering a new experience or stepping through one.


• Using Dramatis Personae


• Determine the essential roles and who will play them. These 
roles can be customers, frontline and backend staff, or even 
systems needed to support the experience.


• Use costumes and props to enhance the story, but don’t spend 
too much time making them perfect. 


• Improvise your way through the story or pause at important 
moments to resolve how each role is contributing to the overall 
experience



Simulation

Mock up your concepts at scale to invite feedback.


• Determine what you want to design and build depending on your 
learning goals. What are you uncertain about that you want to learn 
more about?


• Most often, physically building experiences using basic supplies like 
foam core and incorporating tools like roleplay is a great way to bring 
concepts like new service experiences to life.


• Virtual reality (VR) tools are increasingly becoming more accessible so 
this is also a great way to simulate a potential new experience



Minimum viable product

• Methods and tools associated with agile development greatly support 
the ability to design and build an MVP rapidly.













04— Testing concepts through 
prototyping
• This stage is about taking 

your concept out for a spin. 
Ideas on paper can be 
interesting, but bringing 
those ideas to life and 
testing them can be 
invaluable.



Getting starded: Why prototype?





IN THIS WORKSTATION 
SOMETIMES IT HAPPENED 

THAT THE WORKER CANNOT 
ASSEMBLE THE PART BECAUSE 

SOME BOLTS MISSING IN 
THE CARRIAGE



IN THIS TOUCH SOMETIMES 
IT HAPPENED THAT THE USER 
CANNOT OPEN THE DOOR OF 

HIS ROOM BECAUSE HE 
CANNOT USE THE 
ELECTRONIC KEY



https://miro.com/app/board/uXjVPnDDMTs=/


https://miro.com/app/board/uXjVPnC2uM4=/


https://miro.com/app/board/uXjVPnC2uRo=/


https://miro.com/app/board/uXjVPnDDMTs=/
https://miro.com/app/board/uXjVPnC2uM4=/
https://miro.com/app/board/uXjVPnC2uRo=/




https://www.higher-education-marketing.com/blog/effective-persona-development-international-student-recruitment


https://studyportals.com/student-recruitment/international-student-persona-canvas/


https://www.higher-education-marketing.com/blog/effective-persona-development-international-student-recruitment
https://studyportals.com/student-recruitment/international-student-persona-canvas/












What questions should student personas address? 

• Triggers – Why are they looking at colleges?


• Goals – What are they hoping to get out of going to college 
(Guaranteed job placement? Networking opportunities? Living the 
“typical” college experience?)


• Decision criteria – How are they comparing 
schools? What information do they care about?


• The “Application Journey” – How does the research + consideration + 
application process look? Whendo they start looking, visiting, and 
applying to schools? Who else aids and influences their decision?



How Student Personas Can You Help Attract more Inquiries and 
Applicants 

• Student personas help identify what information is most important to 
prospective students – which can have implications for all of your 
marketing content (especially your online content). 



You can use student persona research to support value proposition 
decisions like: 

• Reorganizing a college’s site navigation so the “critical pages” for prospective 
students were all accessible in 2-3 clicks from the home page                    


• Writing eBooks addressing questions prospective students typically struggle 
with (like a First Timer’s Guide to Filling Out the FAFSA) that can be 
downloaded in exchange for their contact information


• Creating automated email campaigns addressing the most common 
“pushbacks” prospective students have against applying to a specific 
university


• Rewriting web and marketing copy to highlight the information and selling 
points the personas reallycared about

























Service Blueprint (Hotel)



Restaurant service blueprint 



Hospital service blueprint 

















https://www.strategyzer.com/blog/starting-with-the-customer/


https://www.strategyzer.com/blog/starting-with-the-customer/


https://www.youtube.com/watch?v=QwF9a56WFWA




**** Some universities do paperless internships over a portal.

-  During the start and the continuation of the internship 

period, the mentor of the student from the university 

and the responsible manager of the enterprise are in 

close contact.

- Big enterprises select interns in accordance with some 

criteria. So, if the intern is successful, the enterprise may 

offer recruitment.

There are 2 internship periods for university students; 

first: after the 3rd class, and second: after the 4th class, 

during the summer holidays.

The duration of each internship is 30 working days. At 

each faculty and school, the internship committees (the 

members are the academicians) manage the whole 

process.

** The internship before employment (after graduation from 

university) is not developed. Instead; some enterprises 

employ new graduates as nominees for max 6 months and 

then employ or not.

*** Two years before, by Presidential Human Resources 

Office started a National Internship Program for planning 

and matching the enterprise and the interns at the 

national level.



Service Blueprint



Components of the system

• A service blueprint for the internship service could include the 
following components, considering the users - the intern, the school 
supervisor, and the company's mentor:



Personas of the system

A service blueprint for A NEW internship service

should consder the following “PERSONAS” (THE USERS) 


the intern, the school supervisor, and the company's mentor:



Frontstage components:

These are the interactions that are visible to the intern, school supervisor, and company mentor. 
They include:


• Application process: This is the process through which the intern applies for the internship, 
including submitting their resume and cover letter, and potentially participating in an interview.


• Internship onboarding: This is the process through which the intern is introduced to the host 
organization, including orientation and training sessions.


• Daily tasks and responsibilities: This is the work that the intern is responsible for during the 
internship, including projects and assignments.


• Mentorship sessions: This is the process through which the mentor provides guidance, feedback, 
and support to the intern.


• Performance assessments: This is the process through which the school supervisor and/or 
company mentor assess the intern's performance and progress



Backstage components:

These are the interactions that are not visible to the intern, school supervisor, and company mentor. 
They include:


• Intern selection process: This is the process through which the host organization selects the 
intern, including reviewing resumes and cover letters, conducting interviews, and making a 
decision.


• Internship design and planning: This is the process through which the host organization designs 
and plans the internship program, including setting goals, responsibilities, and expectations.


• Mentorship preparation: This is the process through which the mentor prepares for mentorship 
sessions, including researching the intern's background and goals, and developing a mentorship 
plan.


• Performance evaluation preparation: This is the process through which the school supervisor and/
or company mentor prepares for performance evaluations, including reviewing the intern's work 
and progress, and preparing feedback.



Artifacts and forms

• 1. Daily notes taken every day during the internship by the intern. 
 
2. The report prepared and submitted by the intern at the end of the 
internship. 
 
3. The evaluation form is to be filled out by the responsible manager 
of the enterprise.


• Other ……..



DAILY REPORTEVALUATION FORM FINAL REPORT



From Strategy to Solutions



Service Design Process  Simulation



Clear and realistic expectations: Both 
the intern and the organization 
should have a clear understanding of 
the goals, responsibilities, and 
expectations for the internship.

Good communication: 

Good communication between the 
intern, supervisor, and organization is 
essential for a positive internship 
experience.

Mentorship: 

A good mentor can provide guidance, 
feedback, and support for the intern's 
professional development.

Relevant and meaningful tasks: 
Interns should be given tasks that are 
relevant to their field of study and 
that challenge and stretch their 
abilities.

Flexibility: 

The internship should be flexible 
enough to accommodate the intern's 
learning style and pace.

Feedback: 

Regular feedback should be provided 
to the intern to help them 
understand their progress and areas 
for improvement.

Opportunities for networking: 
Interns should be given opportunities 
to network with other professionals 
in the organization and in their field.

Professional development: 

The internship should provide the 
intern with opportunities for 
professional development and 
growth.

Critical succes factors for an Internship 
(brainstorming) VALUE IN USE


FOR INTERN, SUPERVISOR, 

AND MENTOR



I BELIEVED THE COMPANY 
WANTED ME TO DO MARKETING 
BUT THEY WANTED ME TO DO 

SALES. 

AND I DIDN'T LIKE IT

PAIN



CRM 

IS NOT WARMLY GREETING 

CUSTOMERS!

PAIN



I FOUND MANY NEW CONTACTS 
WHO WILL BE USEFUL IN MY 

FUTURE CAREER!

GAIN



PAIN



GAIN



I LOVED THAT I COULD 
ALTERNATE A JOB AT THE DESK 

WITH ONE IN THE FIELD

GAIN



I UNDERSTOOD ONLY ON THE 
LAST DAY OF THE INTERNSHIP 
THAT I DIDN'T UNDERSTAND 

ANYTHING!

APPRAISAL = 

POOR PERFORMANCE

THE INTERNSHIP HAS 

FAILED

PAIN



IN THE COMPANY THEY PROVIDED 
ME WITH AN INTERESTING 

EXPERIENCE AND CAREER PLAN

GAIN



1. Clear and realistic expectations

3. Good communication 

2. Mentorship 

4. Relevant and meaningful tasks

5. Flexibility 

7. Feedback 

8. Opportunities for networking

6. Professional development 

VALUE IN USE


FOR INTERN, SUPERVISOR, 

AND MENTOR

RANKING OF USER NEEDS



The different touches of the customer 
journey of the intern. 
• Awareness: This is the stage where the intern becomes aware of the internship opportunity and starts to 

research it. Gains in this stage include learning about new opportunities, gaining a sense of what the 
internship entails, and understanding the potential benefits of the experience. Pains in this stage include a 
lack of information, confusion about the internship, and difficulty in finding the right opportunity.


• Interest: This is the stage where the intern expresses interest in the internship and begins to apply. Gains in 
this stage include a sense of excitement about the opportunity, a sense of accomplishment in applying, and a 
sense of hope for the future. Pains in this stage include a lack of confidence in the application, uncertainty 
about the outcome, and a sense of disappointment if the application is not accepted.


• Evaluation: This is the stage where the intern's application is evaluated by the host organization. Gains in this 
stage include a sense of validation and recognition for the intern's qualifications, and a sense of hope for the 
future. Pains in this stage include a lack of feedback, a sense of rejection if the application is not accepted, 
and a sense of uncertainty about the outcome.



Product requirements

• Chat/messaging: A feature that allows the intern, supervisor, and host organization to communicate in real-time through a 
chat or messaging platform, which allows for quick and easy communication.


• Email integration: A feature that allows the intern, supervisor, and host organization to receive and send emails through the 
application, which can be useful for more formal communication or for sending attachments.


• Calendar integration: A feature that allows the intern, supervisor, and host organization to schedule and keep track of 
meetings and other events, which can be useful for coordinating schedules and ensuring that all parties are on the same page.


• Notification system: A feature that sends notifications to the intern, supervisor, and host organization when something new or 
important happens such as meeting reminders, feedback, progress updates.


• Document sharing: A feature that allows the intern, supervisor, and host organization to share and collaborate on documents, 
such as reports and presentations, which can be useful for keeping everyone on the same page and for tracking progress.


• Video conferencing: A feature that allows the intern, supervisor, and host organization to conduct virtual meetings, which can 
be especially useful during times when in-person meetings are not possible.


• Access control: A feature that allows the intern, supervisor and host organization to have different access levels and 
permissions to the app, which can ensure that the right people have access to the right information.



Chat/messaging: 

A feature that allows the intern, supervisor, 
and host organization to communicate in real-
time through a chat or messaging platform, 
which allows for quick and easy 
communication.

Access control: 

A feature that allows the intern, supervisor 
and host organization to have different access 
levels and permissions to the app, which can 
ensure that the right people have access to the 
right information.

Video conferencing: 

A feature that allows the intern, supervisor, 
and host organization to conduct virtual 
meetings, which can be especially useful 
during times when in-person meetings are not 
possible.

Document sharing: 

A feature that allows the intern, supervisor, 
and host organization to share and collaborate 
on documents, such as reports and 
presentations, which can be useful for keeping 
everyone on the same page and for tracking 
progress.

Notification system: 

A feature that sends notifications to the intern, 
supervisor, and host organization when 
something new or important happens such as 
meeting reminders, feedback, progress 
updates.

Calendar integration: 

A feature that allows the intern, supervisor, 
and host organization to schedule and keep 
track of meetings and other events, which can 
be useful for coordinating schedules and 
ensuring that all parties are on the same page.

Email integration: 

A feature that allows the intern, supervisor, 
and host organization to receive and send 
emails through the application, which can be 
useful for more formal communication or for 
sending attachments.

Product requirements (brainstorming)
Good communication: 

Good communication between the 
intern, supervisor, and organization 
is essential for a positive internship 
experience.



Chat/messaging 

Access control

Video conferencing

Document sharing

Notification system

Calendar integration

Email integration

CSF and Product requirements

Good communication: 

Good communication between the 
intern, supervisor, and organization is 
essential for a positive internship 
experience.



1. Clear and realistic expectations

3. Good communication 

2. Mentorship 

4. Relevant and meaningful tasks

5. Flexibility 

7. Feedback 

8. Opportunities for networking

6. Professional development 

Service strategy, critical success factors and 
product requirements

VALUE IN USE


FOR INTERN, SUPERVISOR, 

AND MENTOR

SMALL


INVESTMENT


IN DEVELOPMENT


SET A


STANDARD


FOR THIS SERVICE




The different touches of the customer 
journey of the intern. 
• A1. Selection: This is the stage where the intern is selected for the internship. Gains in this stage include a 

sense of excitement and accomplishment, a sense of validation for the intern's qualifications, and a sense of 
hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the application is not 
accepted, and a sense of uncertainty about the outcome.


• A2. Onboarding: This is the stage where the intern begins the internship and becomes familiar with the 
organization and its policies and procedures. Gains in this stage include a sense of belonging, a sense of 
accomplishment in starting the internship, and a sense of hope for the future. Pains in this stage include a lack 
of information, confusion about the internship, and difficulty in finding the right resources.


• A3. Performance: This is the stage where the intern performs the tasks and responsibilities of the internship. 
Gains in this stage include a sense of accomplishment, a sense of validation for the intern's skills and abilities, 
and a sense of hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the 
intern's performance is not up to par, and a sense of uncertainty about the outcome.



The different touches of the customer 
journey of the intern. 
• A4. Feedback and Evaluation: This is the stage where the intern, supervisor and host organization provide 

feedback and evaluation on the intern's performance.  Gains in this stage include a sense of accomplishment, 
a sense of validation for the intern's skills and abilities, and a sense of hope for the future. Pains in this stage 
include a lack of feedback, a sense of rejection if the intern's performance is not up to par, and a sense of 
uncertainty about the outcome.


• A5. Completion: This is the stage where the intern completes the internship. Gains in this stage include a 
sense of accomplishment, a sense of validation for the intern's skills and abilities, and a sense of hope for the 
future. Pains in this stage include a lack of feedback, a sense of rejection if the intern's performance is not up 
to par, and a sense of uncertainty about the outcome.



A5. Completion: 

This is the stage where the intern 
completes the internship. 


Gains in this stage include a sense of 
accomplishment, a sense of validation 
for the intern's skills and abilities, and 
a sense of hope for the future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
intern's performance is not up to par, 
and a sense of uncertainty about the 
outcome.

A4. Feedback and Evaluation: 

This is the stage where the intern, 
supervisor and host organization 
provide feedback and evaluation on 
the intern's performance.  


Gains in this stage include a sense of 
accomplishment, a sense of validation 
for the intern's skills and abilities, and 
a sense of hope for the future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
intern's performance is not up to par, 
and a sense of uncertainty about the 
outcome.

A3. Performance:  
This is the stage where the intern 
performs the tasks and responsibilities 
of the internship. 


Gains in this stage include a sense of 
accomplishment, a sense of validation 
for the intern's skills and abilities, and 
a sense of hope for the future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
intern's performance is not up to par, 
and a sense of uncertainty about the 
outcome.

A2. Onboarding:

 This is the stage where the intern 
begins the internship and becomes 
familiar with the organization and its 
policies and procedures.


 Gains in this stage include a sense of 
belonging, a sense of accomplishment 
in starting the internship, and a sense 
of hope for the future. 


Pains in this stage include a lack of 
information, confusion about the 
internship, and difficulty in finding the 
right resources.

A1. Selection: 

This is the stage where the intern is 
selected for the internship.


Gains in this stage include a sense of 
excitement and accomplishment, a 
sense of validation for the intern's 
qualifications, and a sense of hope for 
the future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
application is not accepted, and a 
sense of uncertainty about the 
outcome.

THE INTERN’s


JOURNEY



INSERT AN ICON ON THE PROFILE MEEANING: "I'M HAPPY WITH THE 
INTERVIEW! 

CONGRATULATE ME!"

SUGGEST THE MOOC 
LESSON: "HOW TO 

PASS A RECRUITMENT 
INTERVIEW"

THIS IS

A REQUIREMENT FOR

THE APP DEVELOPER

ADD THE LESSON

 TO THE MOOC

THIS A REQUIREMENT

FOR THE MOOC


CONTENT PROVIDER



For the intern, the application could provide them with 

access to the organization's policies and procedures, as well 

as information on their responsibilities and expectations. It 

could also provide them with a platform for communication 

with their supervisor and mentor, and a way to track their 

progress and receive feedback.

SOFTWARE APPLICATION FEATURES

•Access control

•Chat/messaging

•Email integration

•Calendar integration:

•Notification system:

•Document sharing

•Video conferencing

•……



Steps and touches of the "customer journey" 
of the supervisor of the internship process 
• B1. Awareness: This is the stage where the supervisor becomes aware of the internship opportunity and 

starts to research it. Gains in this stage include learning about new opportunities, gaining a sense of what the 
internship entails, and understanding the potential benefits of the experience for the students. Pains in this 
stage include a lack of information, confusion about the internship, and difficulty in finding the right 
opportunity.


• B2. Interest: This is the stage where the supervisor expresses interest in the internship and begins to promote 
it to the students. Gains in this stage include a sense of excitement about the opportunity, a sense of 
accomplishment in promoting it, and a sense of hope for the future. Pains in this stage include a lack of 
interest from students, uncertainty about the outcome, and a sense of disappointment if the students don't 
apply.


• B3. Evaluation: This is the stage where the students' applications are evaluated by the supervisor and the 
host organization. Gains in this stage include a sense of validation and recognition for the students' 
qualifications, and a sense of hope for the future. Pains in this stage include a lack of feedback, a sense of 
rejection if the application is not accepted, and a sense of uncertainty about the outcome.



Steps and touches of the "customer journey" 
of the supervisor of the internship process 
• B4. Selection: This is the stage where the students are selected for the internship. Gains in this stage include 

a sense of excitement and accomplishment, a sense of validation for the students' qualifications, and a sense 
of hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the application is 
not accepted, and a sense of uncertainty about the outcome.


• B5. Onboarding: This is the stage where the students begin the internship and become familiar with the 
organization and its policies and procedures. Gains in this stage include a sense of belonging for the students, 
a sense of accomplishment in starting the internship, and a sense of hope for the future. Pains in this stage 
include a lack of information, confusion about the internship, and difficulty in finding the right resources.


• B6. Performance: This s the stage where the students perform the tasks and responsibilities of the internship. 
Gains in this stage include a sense of accomplishment for the students, a sense of validation for their skills 
and abilities, and a sense of hope for the future. Pains in this stage include a lack of feedback, a sense of 
rejection if the students' performance is not up to par, and a sense of uncertainty about the outcome.



Steps and touches of the "customer journey" 
of the supervisor of the internship process 
• B7. Feedback and Evaluation: This is the stage where the supervisor, host organization and the students 

provide feedback and evaluation on the students' performance. Gains in this stage include a sense of 
accomplishment for the students, a sense of validation for their skills and abilities, and a sense of hope for the 
future. Pains in this stage include a lack of feedback, a sense of rejection if the students' performance is not 
up to par, and a sense of uncertainty about the outcome.


• B8. Completion: This is the stage where the students complete the internship. Gains in this stage include a 
sense of accomplishment for the students, a sense of validation for their skills and abilities, and a sense of 
hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the students' 
performance is not up to par, and a sense of uncertainty about the outcome.



B5. Onboarding: This is the stage 
where the students begin the 
internship and become familiar with 
the organization and its policies and 
procedures. 


Gains in this stage include a sense of 
belonging for the students, a sense of 
accomplishment in starting the 
internship, and a sense of hope for the 
future. 


Pains in this stage include a lack of 
information, confusion about the 
internship, and difficulty in finding the 
right resources.

B3. Evaluation: This is the stage where 
the students' applications are 
evaluated by the supervisor and the 
host organization. 


Gains in this stage include a sense of 
validation and recognition for the 
students' qualifications, and a sense of 
hope for the future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
application is not accepted, and a 
sense of uncertainty about the 
outcome.

B2. Interest: This is the stage where 
the supervisor expresses interest in the 
internship and begins to promote it to 
the students. 


Gains in this stage include a sense of 
excitement about the opportunity, a 
sense of accomplishment in promoting 
it, and a sense of hope for the future. 


Pains in this stage include a lack of 
interest from students, uncertainty 
about the outcome, and a sense of 
disappointment if the students don't 
apply.

B1. Awareness: This is the stage where 
the supervisor becomes aware of the 
internship opportunity and starts to 
research it. 


Gains in this stage include learning 
about new opportunities, gaining a 
sense of what the internship entails, 
and understanding the potential 
benefits of the experience for the 
students. 


Pains in this stage include a lack of 
information, confusion about the 
internship, and difficulty in finding the 
right opportunity.

B6. Performance: This s the stage 
where the students perform the tasks 
and responsibilities of the internship. 


Gains in this stage include a sense of 
accomplishment for the students, a 
sense of validation for their skills and 
abilities, and a sense of hope for the 
future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
students' performance is not up to par, 
and a sense of uncertainty about the 
outcome.

B7. Feedback and Evaluation: This is 
the stage where the supervisor, host 
organization and the students provide 
feedback and evaluation on the 
students' performance. 


Gains in this stage include a sense of 
accomplishment for the students, a 
sense of validation for their skills and 
abilities, and a sense of hope for the 
future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
students' performance is not up to par, 
and a sense of uncertainty about the 
outcome.

B8. Completion: This is the stage 
where the students complete the 
internship. 


Gains in this stage include a sense of 
accomplishment for the students, a 
sense of validation for their skills and 
abilities, and a sense of hope for the 
future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
students' performance is not up to par, 
and a sense of uncertainty about the 
outcome.

THE SUPERVISOR’s


JOURNEY

B4. Selection: This is the stage where 
the students are selected for the 
internship. 


Gains in this stage include a sense of 
excitement and accomplishment, a 
sense of validation for the students' 
qualifications, and a sense of hope for 
the future.


 Pains in this stage include a lack of 
feedback, a sense of rejection if the 
application is not accepted, and a 
sense of uncertainty about the 
outcome.



GIVE A COMPANY 
BADGE TO THE 

STUDENT

SEND TO THE STUDENT
A WHATSAPP
CHECKLIST 

THIS IS

A REQUIREMENT FOR

THE APP DEVELOPER

DESIGN AN 

ONBOARDIG SHORT


CHECKLIST



B5. Onboarding: This is the stage where the 
students begin the internship and become 
familiar with the organization and its policies 
and procedures.

B4. Selection: This is the stage where the 
students are selected for the internship. 

B3. Evaluation: This is the stage where the 
students' applications are evaluated by the 
supervisor and the host organization. 

B2. Interest: This is the stage where the 
supervisor expresses interest in the internship 
and begins to promote it to the students. 

B1. Awareness: This is the stage where the 
supervisor becomes aware of the internship 
opportunity and starts to research it.

B6. Performance: This s the stage where the 
students perform the tasks and responsibilities 
of the internship. 

B7. Feedback and Evaluation: This is the stage 
where the supervisor, host organization and 
the students provide feedback and evaluation 
on the students' performance. 

B8. Completion: This is the stage where the 
students complete the internship. 

THE SUPERVISOR’sb JOURNEY

For the supervisor, the application could provide them with 

a tool for managing the intern's tasks and responsibilities, as 

well as a way to communicate with the intern and provide 

feedback. It could also help them to track the intern's 

progress and identify areas for improvement.

SOFTWARE APPLICATION FEATURES

•Access control

•Chat/messaging

•Email integration

•Calendar integration:

•Notification system:

•Document sharing

•Video conferencing

•……



steps and touchpoints of the "customer 
journey" ofthe mentor of the internship 
• C1.Awareness: This is the stage where the representative or mentor becomes aware of the internship 

opportunity and starts to research it. Gains in this stage include learning about new opportunities, gaining a 
sense of what the internship entails, and understanding the potential benefits of the experience for the 
organization. Pains in this stage include a lack of information, confusion about the internship, and difficulty in 
finding the right opportunity.


• C2.Interest: This is the stage where the representative or mentor expresses interest in the internship and 
begins to promote it to the organization. Gains in this stage include a sense of excitement about the 
opportunity, a sense of accomplishment in promoting it, and a sense of hope for the future. Pains in this stage 
include a lack of interest from the organization, uncertainty about the outcome, and a sense of 
disappointment if the organization doesn't accept the internship.


• C3.Evaluation: This is the stage where the students' applications are evaluated by the representative or 
mentor and the host organization. Gains in this stage include a sense of validation and recognition for the 
students' qualifications, and a sense of hope for the future. Pains in this stage include a lack of feedback, a 
sense of rejection if the application is not accepted, and a sense of uncertainty about the outcome.



steps and touchpoints of the "customer 
journey" of the mentor of the internship 
• C4. Selection: This is the stage where the students are selected for the internship. Gains in this stage include a 

sense of excitement and accomplishment, a sense of validation for the students' qualifications, and a sense of 
hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the application is not 
accepted, and a sense of uncertainty about the outcome.


• C5. Onboarding: This is the stage where the students begin the internship and become familiar with the 
organization and its policies and procedures. Gains in this stage include a sense of belonging for the students, 
a sense of accomplishment in starting the internship, and a sense of hope for the future. Pains in this stage 
include a lack of information, confusion about the tasks


• C6. Mentorship: This is the stage where the representative or mentor provides guidance, feedback, and 
support for the intern's professional development. Gains in this stage include a sense of fulfillment in 
mentoring and helping the intern, an opportunity for the mentor to share their knowledge and experience, 
and a sense of pride in the intern's progress. Pains in this stage include a lack of time or resources to 
effectively mentor, difficulty in providing constructive feedback, and frustration if the intern does not make 
progress as expected.



steps and touchpoints of the "customer 
journey" of the mentor of the internship 
• C7. Assessment: This is the stage where the representative or mentor assesses the intern's performance and 

progress during the internship. Gains in this stage include a sense of accomplishment in evaluating the 
intern's progress, an opportunity to give feedback to the intern, and a sense of pride in the intern's progress. 
Pains in this stage include a lack of time or resources to effectively assess the intern, difficulty in providing 
constructive feedback, and frustration if the intern does not make progress as expected.


• C8. Completion: This is the stage where the internship comes to an end. Gains in this stage include a sense of 
accomplishment in completing the internship, an opportunity to reflect on the experience, and a sense of 
pride in the intern's progress. Pains in this stage include a sense of loss or disappointment if the internship 
does not live up to expectations, a sense of uncertainty about the future, and a lack of feedback or closure 
from the mentor.


• C9. Alumni: This is the stage where the intern becomes an alumni of the organization. Gains in this stage 
include a sense of pride in being a part of the organization, an opportunity to maintain a connection with the 
mentor and organization, and an opportunity to give back to the organization through mentoring future 
interns. Pains in this stage include a sense of disconnection or loss of connection with the mentor and 
organization, a lack of opportunity to give back or stay involved, and a sense of uncertainty about the future.



C5. Onboarding: This is the stage where the 
students begin the internship and become 
familiar with the organization and its policies 
and procedures.


 Gains in this stage include a sense of 
belonging for the students, a sense of 
accomplishment in starting the internship, and 
a sense of hope for the future. 


Pains in this stage include a lack of 
information, confusion about the tasks

C4. Selection: This is the stage where the 
students are selected for the internship. 


Gains in this stage include a sense of 
excitement and accomplishment, a sense of 
validation for the students' qualifications, and 
a sense of hope for the future. 


Pains in this stage include a lack of feedback, a 
sense of rejection if the application is not 
accepted, and a sense of uncertainty about the 
outcome.

C3.Evaluation: This is the stage where the 
students' applications are evaluated by the 
representative or mentor and the host 
organization. 


Gains in this stage include a sense of validation 
and recognition for the students' 
qualifications, and a sense of hope for the 
future. 


Pains in this stage include a lack of feedback, a 
sense of rejection if the application is not 
accepted, and a sense of uncertainty about the 
outcome.

C2.Interest: This is the stage where the 
representative or mentor expresses interest in 
the internship and begins to promote it to the 
organization. 


Gains in this stage include a sense of 
excitement about the opportunity, a sense of 
accomplishment in promoting it, and a sense 
of hope for the future. 


Pains in this stage include a lack of interest 
from the organization, uncertainty about the 
outcome, and a sense of disappointment if the 
organization doesn't accept the internship.

C1.Awareness: This is the stage where the 
representative or mentor becomes aware of 
the internship opportunity and starts to 
research it. 


Gains in this stage include learning about new 
opportunities, gaining a sense of what the 
internship entails, and understanding the 
potential benefits of the experience for the 
organization. 


Pains in this stage include a lack of 
information, confusion about the internship, 
and difficulty in finding the right opportunity.

C6. Mentorship: This is the stage where the 
representative or mentor provides guidance, 
feedback, and support for the intern's 
professional development. Gains in this stage 
include a sense of fulfillment in mentoring and 
helping the intern, an opportunity for the 
mentor to share their knowledge and 
experience, and a sense of pride in the intern's 
progress. Pains in this stage include a lack of 
time or resources to effectively mentor, 
difficulty in providing constructive feedback, 
and frustration if the intern does not make 
progress as expected.

C7. Assessment: This is the stage where the 
representative or mentor assesses the intern's 
performance and progress during the 
internship.


 Gains in this stage include a sense of 
accomplishment in evaluating the intern's 
progress, an opportunity to give feedback to 
the intern, and a sense of pride in the intern's 
progress. 


Pains in this stage include a lack of time or 
resources to effectively assess the intern, 
difficulty in providing constructive feedback, 
and frustration if the intern does not make 
progress as expected.

C8. Completion: This is the stage where the 
internship comes to an end. 


Gains in this stage include a sense of 
accomplishment in completing the internship, 
an opportunity to reflect on the experience, 
and a sense of pride in the intern's progress. 


Pains in this stage include a sense of loss or 
disappointment if the internship does not live 
up to expectations, a sense of uncertainty 
about the future, and a lack of feedback or 
closure from the mentor.

C9. Alumni: This is the stage where the intern 
becomes an alumni of the organization.


 Gains in this stage include a sense of pride in 
being a part of the organization, an 
opportunity to maintain a connection with the 
mentor and organization, and an opportunity 
to give back to the organization through 
mentoring future interns.


 Pains in this stage include a sense of 
disconnection or loss of connection with the 
mentor and organization, a lack of opportunity 
to give back or stay involved, and a sense of 
uncertainty about the future.

THE MENTOR’s


JOURNEY



USE THE SENSE OF ACCOMPLISHMENT OF THE MENTOR TO ENGAGE STUDENTS

ONLINE
PERFORMANCE
REVIEW

TRAIN THE MENTOR

TO POSITIVE 

FEEDBACKS

TRAIN THE MENTOR

TO ONLINE PERFORMANCE


APPRAISAL



C5. Onboarding: This is the stage where the 
students begin the internship and become 
familiar with the organization and its policies 
and procedures.

C4. Selection: This is the stage where the 
students are selected for the internship.

C3.Evaluation: This is the stage where the 
students' applications are evaluated by the 
representative or mentor and the host 
organization.

C2.Interest: This is the stage where the 
representative or mentor expresses interest in 
the internship and begins to promote it to the 
organization. 

C1.Awareness: This is the stage where the 
representative or mentor becomes aware of 
the internship opportunity and starts to 
research it.

C6. Mentorship: This is the stage where the 
representative or mentor provides guidance, 
feedback, and support for the intern's 
professional development.

C7. Assessment: This is the stage where the 
representative or mentor assesses the intern's 
performance and progress during the 
internship.

C8. Completion: This is the stage where the 
internship comes to an end. 

THE MENTOR’s JOURNEY

For the representative (or mentor) of the host organization, 

the application could provide them with a way to monitor 

the intern's progress and provide guidance and support. It 

could also help them to identify areas where the intern may 

need additional resources or support.

SOFTWARE APPLICATION FEATURES

•Access control

•Chat/messaging

•Email integration

•Calendar integration:

•Notification system:

•Document sharing

•Video conferencing

•……



C5. Onboarding: This is the stage where the 
students begin the internship and become 
familiar with the organization and its policies 
and procedures.

C4. Selection: This is the stage where the 
students are selected for the internship.

C3.Evaluation: This is the stage where the 
students' applications are evaluated by the 
representative or mentor and the host 
organization.

C2.Interest: This is the stage where the 
representative or mentor expresses interest in 
the internship and begins to promote it to the 
organization. 

C1.Awareness: This is the stage where the 
representative or mentor becomes aware of 
the internship opportunity and starts to 
research it.

C6. Mentorship: This is the stage where the 
representative or mentor provides guidance, 
feedback, and support for the intern's 
professional development.

C7. Assessment: This is the stage where the 
representative or mentor assesses the intern's 
performance and progress during the 
internship.

C8. Completion: This is the stage where the 
internship comes to an end. 

THE MENTOR’s JOURNEY

B5. Onboarding: This is the stage where the 
students begin the internship and become 
familiar with the organization and its policies 
and procedures.

B4. Selection: This is the stage where the 
students are selected for the internship. 

B3. Evaluation: This is the stage where the 
students' applications are evaluated by the 
supervisor and the host organization. 

B2. Interest: This is the stage where the 
supervisor expresses interest in the internship 
and begins to promote it to the students. 

B1. Awareness: This is the stage where the 
supervisor becomes aware of the internship 
opportunity and starts to research it.

B6. Performance: This s the stage where the 
students perform the tasks and responsibilities 
of the internship. 

B7. Feedback and Evaluation: This is the stage 
where the supervisor, host organization and 
the students provide feedback and evaluation 
on the students' performance. 

B8. Completion: This is the stage where the 
students complete the internship. 

THE SUPERVISOR’sb JOURNEY

A5. Completion: 

This is the stage where the intern completes 
the internship.

A4. Feedback and Evaluation: 

This is the stage where the intern, supervisor 
and host organization provide feedback and 
evaluation on the intern's performance.  

A3. Performance:  
This is the stage where the intern performs the 
tasks and responsibilities of the internship.

A2. Onboarding:

 This is the stage where the intern begins the 
internship and becomes familiar with the 
organization and its policies and procedures.

A1. Selection: 

This is the stage where the intern is selected 
for the internship.

THE INTERN’s JOURNEY



Exemple: 
Functional breakdown of a training program
• Learning objectives
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Exemple:  
Product Breakdown of a training program
• Learning Objects
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The two breakdown
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The two breakdown 
combined
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Purpose:


to design and create a software application to improve the 

experience of the intern, the supervisor, and the 

representative (or mentor) of the host organization. 


How?


Such an application could help to streamline 

communication, provide relevant information and 

resources, and facilitate the tracking of progress and 

feedback.


Features:


The software application could help: 


1. to improve the communication and coordination 

between the intern, supervisor, and host organization


2. To  provide a more efficient and effective way to 

manage the internship experience.

SOFTWARE

APPLICATION

SOFTWARE APPLICATION FEATURES



Workshop #3 
[Generativity in action]
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Workshop #3 
[Generativity in action]
04. Testing Ideas Throught Prototiping

05. Preparing for implementation

06. Overcoming Challenges

LAB#3



05 — Preparing for implementation



05 — Preparing for implementation

• So you have reached the final but perhaps most critical phase of any 
project.


• If you’ve launched services or policies before, you’ll know that 
preparing for implementation can be a challenging task. 



Creating a pitch

• The first thing you’ll want to articulate is the essence of your product, service or experience. Offer 
context, the main thrust of your solution, why it’s different, and any call to action you’re making. 
Try to succinctly explain it in less than a minute. 


• You’ll want your pitch to be clear and unambiguous, so don’t get bogged down in details. Focus on 
how and why it counts. 


• Next you’ll want to get that story into some kind of format. It could be a pamphlet, website, book 
or presentation. You may need more than one. You may need a graphic designer or writer to help. 


• You’ll likely communicate differently with different audiences. Make sure you think about telling 
stories of varying lengths and degrees of detail. What are the short, medium 69 and long versions 
of your pitch?



Capabilities quicksheet

1.  The main elements that you’ll want to understand are the distribution of your solution, the 
partners you might need and the capabilities necessary to execute. 


2. Put “Distribution,” “Capabilities,” and “Partners” on big sheets of paper. Have a brainstorm 
about what needs to happen for each category. List what you’ve already got and what you’ll 
need. For example, under "Distribution", perhaps you need to source, store and distribute a 
product. Many smaller steps within each of these large categories should emerge. 


3. Looking at all your ideas after, start to group needs based on actors in the room, and then 
include a category for needs that are out of the scope of the team. Will you have to form new 
relationships or can you leverage existing ones? 


4. Look at how you plan to "Staff your project". Do you need more or less help after assessing your 
capabilities? Now move onto "Creating a roadmap".



CAPABILITIESDISTRIBUTION PARTNERS

APP 

DEVELOPER

TEMPORARY 
EMPLOYMENT 

AGENCY

REPRESENTATIVE 

OF THE 

EMPLOYERS' 

ASSOCIATIONS

PEOPLE SKILLS


REQUIRED

PYCOLOGIST

LOBOUR

MARKET

EXPERT

REPRESENTATIVE 
OF THE UNIONS

NATIONAL 
ASSOCIATION 

OF HR 
DIRECTORS





Staffing your project 

1. Now that you’re most of the way through your project, determine who are the 
most essential members of your team for implementation. Make a list of the 
critical skills that are required, then reorder the list based on highest priority. 


2. Take a look at your existing team. Do you need specialist skills? Perhaps a 
designer, someone with specific expertise, or particular sector knowledge? Do 
you need dedicated project management resource? 


3. Are there organisations that you now need to partner with? What about 
funders? Will you have to get buy-in from managers or officials? 


4. Implementation can take a long time, so think down the road about who you’ll 
need now and who you’ll need when you’ve launched.



Creating a roadmap

1. Assemble your team and all the critical stakeholders responsible for implementing your idea. 
They’ll have information that you may not know but that is crucial. 


2. Make it visual. Print out a big calendar for the next year or so to map out what needs to happen 
when. Start adding Post-its with key dates such as a pilot launch, rollout date, etc. 


3. Break it down by thinking about your calendar in chunks. Answer questions like “What needs to 
happen in the next month? In three months? In a year?”. Themes will emerge around the 
various tracks of work that need to take place. 


4. Think about the major milestones in your project timeline: when will you launch? When will you 
need to complete your technical development by? When will you kick off a communications 
plan? Get key dates on the calendar. 


5. Assign a team member or partner to each track of work and get someone to champion each 
element of your project. Be prepared to hold them accountable to the tasks.



PROJECT ROADMAP



Building partnerships

1. Get your team together with other key stakeholders and partners and run a 
brainstorm around what partnerships you need. Maybe you need greater access 
to the press, maybe you need to raise money. 


2. Next, take those key partnership needs and have another brainstorm around 
who you know already and who you can reach out to in your wider network. 


3. Though you’ll want to remain flexible, you’ll also want to start to set parameters 
around what you need from your partners. Figure out when you’ll need each 
one, how much you can reasonably ask of them, and what kind of deadlines to 
set around your ask. 



Measuring and evaluating

1. Firstly, determine why you need to measure. Is it to demonstrate impact? To get more funding? 
To improve business practices? 


2. Be sure to bring key stakeholders into this conversation. They may have been measuring and 
evaluating your topic area for years and can provide key insight. 


3. Assess whether your team is best suited to carry out the process. You may need to hire an 
outside team or consultants to help.


4. Try to find a balance between quantitative and qualitative measurements. Stories from partner 
organisations and the people that you’re designing for can be very powerful, especially if your 
solution doesn’t lend itself to capturing hard numbers. 


5. 06 Take a prototyping attitude to your measurement. You can always tweak your operating 
model based on the information coming in to maximise your impact.



06 — Overcoming challenges

• In sharing this collection of practical tools and methods, we have 
hopefully given you the insight needed to grow in your role and the 
confidence to bring about change using design.


• "We don't know how to define the challenge well.“


• “We have little experience in running qualitative research with users.”


• “We pilot, we don’t have the time to prototype.”


• “We don’t have enough time!”


• “We don’t connect as a public institution; policymaking and service 
delivery don’t relate well to each other.”



LAB#1

LAB#2

LAB#3

LAB#4



Service Blueprint





**** Some universities do paperless internships over a portal.

-  During the start and the continuation of the internship 

period, the mentor of the student from the university 

and the responsible manager of the enterprise are in 

close contact.

- Big enterprises select interns in accordance with some 

criteria. So, if the intern is successful, the enterprise may 

offer recruitment.

There are 2 internship periods for university students; 

first: after the 3rd class, and second: after the 4th class, 

during the summer holidays.

The duration of each internship is 30 working days. At 

each faculty and school, the internship committees (the 

members are the academicians) manage the whole 

process.

** The internship before employment (after graduation from 

university) is not developed. Instead; some enterprises 

employ new graduates as nominees for max 6 months and 

then employ or not.

*** Two years before, by Presidential Human Resources 

Office started a National Internship Program for planning 

and matching the enterprise and the interns at the 

national level.



Service Blueprint



Components of the system

• A service blueprint for the internship service could include the 
following components, considering the users - the intern, the school 
supervisor, and the company's mentor:



Frontstage components:

These are the interactions that are visible to the intern, school supervisor, and company mentor. 
They include:


• Application process: This is the process through which the intern applies for the internship, 
including submitting their resume and cover letter, and potentially participating in an interview.


• Internship onboarding: This is the process through which the intern is introduced to the host 
organization, including orientation and training sessions.


• Daily tasks and responsibilities: This is the work that the intern is responsible for during the 
internship, including projects and assignments.


• Mentorship sessions: This is the process through which the mentor provides guidance, feedback, 
and support to the intern.


• Performance assessments: This is the process through which the school supervisor and/or 
company mentor assess the intern's performance and progress



Backstage components:

These are the interactions that are not visible to the intern, school supervisor, and company mentor. 
They include:


• Intern selection process: This is the process through which the host organization selects the 
intern, including reviewing resumes and cover letters, conducting interviews, and making a 
decision.


• Internship design and planning: This is the process through which the host organization designs 
and plans the internship program, including setting goals, responsibilities, and expectations.


• Mentorship preparation: This is the process through which the mentor prepares for mentorship 
sessions, including researching the intern's background and goals, and developing a mentorship 
plan.


• Performance evaluation preparation: This is the process through which the school supervisor and/
or company mentor prepares for performance evaluations, including reviewing the intern's work 
and progress, and preparing feedback.



Artifacts and forms

• 1. Daily notes taken every day during the internship by the intern. 
 
2. The report prepared and submitted by the intern at the end of the 
internship. 
 
3. The evaluation form is to be filled out by the responsible manager 
of the enterprise.


• Other ……..
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From Strategy to Solutions



Service Design Process  Simulation



Clear and realistic expectations: Both 
the intern and the organization 
should have a clear understanding of 
the goals, responsibilities, and 
expectations for the internship.

Good communication: 

Good communication between the 
intern, supervisor, and organization is 
essential for a positive internship 
experience.

Mentorship: 

A good mentor can provide guidance, 
feedback, and support for the intern's 
professional development.

Relevant and meaningful tasks: 
Interns should be given tasks that are 
relevant to their field of study and 
that challenge and stretch their 
abilities.

Flexibility: 

The internship should be flexible 
enough to accommodate the intern's 
learning style and pace.

Feedback: 

Regular feedback should be provided 
to the intern to help them 
understand their progress and areas 
for improvement.

Opportunities for networking: 
Interns should be given opportunities 
to network with other professionals 
in the organization and in their field.

Professional development: 

The internship should provide the 
intern with opportunities for 
professional development and 
growth.

Critical succes factors for an Internship 
(brainstorming) VALUE IN USE


FOR INTERN, SUPERVISOR, 

AND MENTOR



1. Clear and realistic expectations

3. Good communication 

2. Mentorship 

4. Relevant and meaningful tasks

5. Flexibility 

7. Feedback 

8. Opportunities for networking

6. Professional development 

VALUE IN USE


FOR INTERN, SUPERVISOR, 

AND MENTOR



The different touches of the customer 
journey of the intern. 
• Awareness: This is the stage where the intern becomes aware of the internship opportunity and starts to 

research it. Gains in this stage include learning about new opportunities, gaining a sense of what the 
internship entails, and understanding the potential benefits of the experience. Pains in this stage include a 
lack of information, confusion about the internship, and difficulty in finding the right opportunity.


• Interest: This is the stage where the intern expresses interest in the internship and begins to apply. Gains in 
this stage include a sense of excitement about the opportunity, a sense of accomplishment in applying, and a 
sense of hope for the future. Pains in this stage include a lack of confidence in the application, uncertainty 
about the outcome, and a sense of disappointment if the application is not accepted.


• Evaluation: This is the stage where the intern's application is evaluated by the host organization. Gains in this 
stage include a sense of validation and recognition for the intern's qualifications, and a sense of hope for the 
future. Pains in this stage include a lack of feedback, a sense of rejection if the application is not accepted, 
and a sense of uncertainty about the outcome.



Product requirements

• Chat/messaging: A feature that allows the intern, supervisor, and host organization to communicate in real-time through a 
chat or messaging platform, which allows for quick and easy communication.


• Email integration: A feature that allows the intern, supervisor, and host organization to receive and send emails through the 
application, which can be useful for more formal communication or for sending attachments.


• Calendar integration: A feature that allows the intern, supervisor, and host organization to schedule and keep track of 
meetings and other events, which can be useful for coordinating schedules and ensuring that all parties are on the same page.


• Notification system: A feature that sends notifications to the intern, supervisor, and host organization when something new or 
important happens such as meeting reminders, feedback, progress updates.


• Document sharing: A feature that allows the intern, supervisor, and host organization to share and collaborate on documents, 
such as reports and presentations, which can be useful for keeping everyone on the same page and for tracking progress.


• Video conferencing: A feature that allows the intern, supervisor, and host organization to conduct virtual meetings, which can 
be especially useful during times when in-person meetings are not possible.


• Access control: A feature that allows the intern, supervisor and host organization to have different access levels and 
permissions to the app, which can ensure that the right people have access to the right information.



Chat/messaging: 

A feature that allows the intern, supervisor, 
and host organization to communicate in real-
time through a chat or messaging platform, 
which allows for quick and easy 
communication.

Access control: 

A feature that allows the intern, supervisor 
and host organization to have different access 
levels and permissions to the app, which can 
ensure that the right people have access to the 
right information.

Video conferencing: 

A feature that allows the intern, supervisor, 
and host organization to conduct virtual 
meetings, which can be especially useful 
during times when in-person meetings are not 
possible.

Document sharing: 

A feature that allows the intern, supervisor, 
and host organization to share and collaborate 
on documents, such as reports and 
presentations, which can be useful for keeping 
everyone on the same page and for tracking 
progress.

Notification system: 

A feature that sends notifications to the intern, 
supervisor, and host organization when 
something new or important happens such as 
meeting reminders, feedback, progress 
updates.

Calendar integration: 

A feature that allows the intern, supervisor, 
and host organization to schedule and keep 
track of meetings and other events, which can 
be useful for coordinating schedules and 
ensuring that all parties are on the same page.

Email integration: 

A feature that allows the intern, supervisor, 
and host organization to receive and send 
emails through the application, which can be 
useful for more formal communication or for 
sending attachments.

Product requirements (brainstorming)
Good communication: 

Good communication between the 
intern, supervisor, and organization 
is essential for a positive internship 
experience.



Chat/messaging 

Access control

Video conferencing

Document sharing

Notification system

Calendar integration

Email integration

CSF and Product requirements

Good communication: 

Good communication between the 
intern, supervisor, and organization is 
essential for a positive internship 
experience.



1. Clear and realistic expectations

3. Good communication 

2. Mentorship 

4. Relevant and meaningful tasks

5. Flexibility 

7. Feedback 

8. Opportunities for networking

6. Professional development 

Service strategy, critical success factors and 
product requirements

VALUE IN USE


FOR INTERN, SUPERVISOR, 

AND MENTOR

SMALL


INVESTMENT


IN DEVELOPMENT


SET A


STANDARD


FOR THIS SERVICE




The different touches of the customer 
journey of the intern. 
• A1. Selection: This is the stage where the intern is selected for the internship. Gains in this stage include a 

sense of excitement and accomplishment, a sense of validation for the intern's qualifications, and a sense of 
hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the application is not 
accepted, and a sense of uncertainty about the outcome.


• A2. Onboarding: This is the stage where the intern begins the internship and becomes familiar with the 
organization and its policies and procedures. Gains in this stage include a sense of belonging, a sense of 
accomplishment in starting the internship, and a sense of hope for the future. Pains in this stage include a lack 
of information, confusion about the internship, and difficulty in finding the right resources.


• A3. Performance: This is the stage where the intern performs the tasks and responsibilities of the internship. 
Gains in this stage include a sense of accomplishment, a sense of validation for the intern's skills and abilities, 
and a sense of hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the 
intern's performance is not up to par, and a sense of uncertainty about the outcome.



The different touches of the customer 
journey of the intern. 
• A4. Feedback and Evaluation: This is the stage where the intern, supervisor and host organization provide 

feedback and evaluation on the intern's performance.  Gains in this stage include a sense of accomplishment, 
a sense of validation for the intern's skills and abilities, and a sense of hope for the future. Pains in this stage 
include a lack of feedback, a sense of rejection if the intern's performance is not up to par, and a sense of 
uncertainty about the outcome.


• A5. Completion: This is the stage where the intern completes the internship. Gains in this stage include a 
sense of accomplishment, a sense of validation for the intern's skills and abilities, and a sense of hope for the 
future. Pains in this stage include a lack of feedback, a sense of rejection if the intern's performance is not up 
to par, and a sense of uncertainty about the outcome.



A5. Completion: 

This is the stage where the intern 
completes the internship. 


Gains in this stage include a sense of 
accomplishment, a sense of validation 
for the intern's skills and abilities, and 
a sense of hope for the future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
intern's performance is not up to par, 
and a sense of uncertainty about the 
outcome.

A4. Feedback and Evaluation: 

This is the stage where the intern, 
supervisor and host organization 
provide feedback and evaluation on 
the intern's performance.  


Gains in this stage include a sense of 
accomplishment, a sense of validation 
for the intern's skills and abilities, and 
a sense of hope for the future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
intern's performance is not up to par, 
and a sense of uncertainty about the 
outcome.

A3. Performance:  
This is the stage where the intern 
performs the tasks and responsibilities 
of the internship. 


Gains in this stage include a sense of 
accomplishment, a sense of validation 
for the intern's skills and abilities, and 
a sense of hope for the future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
intern's performance is not up to par, 
and a sense of uncertainty about the 
outcome.

A2. Onboarding:

 This is the stage where the intern 
begins the internship and becomes 
familiar with the organization and its 
policies and procedures.


 Gains in this stage include a sense of 
belonging, a sense of accomplishment 
in starting the internship, and a sense 
of hope for the future. 


Pains in this stage include a lack of 
information, confusion about the 
internship, and difficulty in finding the 
right resources.

A1. Selection: 

This is the stage where the intern is 
selected for the internship.


Gains in this stage include a sense of 
excitement and accomplishment, a 
sense of validation for the intern's 
qualifications, and a sense of hope for 
the future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
application is not accepted, and a 
sense of uncertainty about the 
outcome.

THE INTERN’s


JOURNEY



A5. Completion: 

This is the stage where the intern completes 
the internship.

A4. Feedback and Evaluation: 

This is the stage where the intern, supervisor 
and host organization provide feedback and 
evaluation on the intern's performance.  

A3. Performance:  
This is the stage where the intern performs the 
tasks and responsibilities of the internship.

A2. Onboarding:

 This is the stage where the intern begins the 
internship and becomes familiar with the 
organization and its policies and procedures.

A1. Selection: 

This is the stage where the intern is selected 
for the internship.

THE INTERN’s JOURNEY

For the intern, the application could provide them with 

access to the organization's policies and procedures, as well 

as information on their responsibilities and expectations. It 

could also provide them with a platform for communication 

with their supervisor and mentor, and a way to track their 

progress and receive feedback.

SOFTWARE APPLICATION FEATURES

•Access control

•Chat/messaging

•Email integration

•Calendar integration:

•Notification system:

•Document sharing

•Video conferencing

•……



Steps and touches of the "customer journey" 
of the supervisor of the internship process 
• B1. Awareness: This is the stage where the supervisor becomes aware of the internship opportunity and 

starts to research it. Gains in this stage include learning about new opportunities, gaining a sense of what the 
internship entails, and understanding the potential benefits of the experience for the students. Pains in this 
stage include a lack of information, confusion about the internship, and difficulty in finding the right 
opportunity.


• B2. Interest: This is the stage where the supervisor expresses interest in the internship and begins to promote 
it to the students. Gains in this stage include a sense of excitement about the opportunity, a sense of 
accomplishment in promoting it, and a sense of hope for the future. Pains in this stage include a lack of 
interest from students, uncertainty about the outcome, and a sense of disappointment if the students don't 
apply.


• B3. Evaluation: This is the stage where the students' applications are evaluated by the supervisor and the 
host organization. Gains in this stage include a sense of validation and recognition for the students' 
qualifications, and a sense of hope for the future. Pains in this stage include a lack of feedback, a sense of 
rejection if the application is not accepted, and a sense of uncertainty about the outcome.



Steps and touches of the "customer journey" 
of the supervisor of the internship process 
• B4. Selection: This is the stage where the students are selected for the internship. Gains in this stage include 

a sense of excitement and accomplishment, a sense of validation for the students' qualifications, and a sense 
of hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the application is 
not accepted, and a sense of uncertainty about the outcome.


• B5. Onboarding: This is the stage where the students begin the internship and become familiar with the 
organization and its policies and procedures. Gains in this stage include a sense of belonging for the students, 
a sense of accomplishment in starting the internship, and a sense of hope for the future. Pains in this stage 
include a lack of information, confusion about the internship, and difficulty in finding the right resources.


• B6. Performance: This s the stage where the students perform the tasks and responsibilities of the internship. 
Gains in this stage include a sense of accomplishment for the students, a sense of validation for their skills 
and abilities, and a sense of hope for the future. Pains in this stage include a lack of feedback, a sense of 
rejection if the students' performance is not up to par, and a sense of uncertainty about the outcome.



Steps and touches of the "customer journey" 
of the supervisor of the internship process 
• B7. Feedback and Evaluation: This is the stage where the supervisor, host organization and the students 

provide feedback and evaluation on the students' performance. Gains in this stage include a sense of 
accomplishment for the students, a sense of validation for their skills and abilities, and a sense of hope for the 
future. Pains in this stage include a lack of feedback, a sense of rejection if the students' performance is not 
up to par, and a sense of uncertainty about the outcome.


• B8. Completion: This is the stage where the students complete the internship. Gains in this stage include a 
sense of accomplishment for the students, a sense of validation for their skills and abilities, and a sense of 
hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the students' 
performance is not up to par, and a sense of uncertainty about the outcome.



B5. Onboarding: This is the stage 
where the students begin the 
internship and become familiar with 
the organization and its policies and 
procedures. 


Gains in this stage include a sense of 
belonging for the students, a sense of 
accomplishment in starting the 
internship, and a sense of hope for the 
future. 


Pains in this stage include a lack of 
information, confusion about the 
internship, and difficulty in finding the 
right resources.

B4. Selection: This is the stage where 
the students are selected for the 
internship. 


Gains in this stage include a sense of 
excitement and accomplishment, a 
sense of validation for the students' 
qualifications, and a sense of hope for 
the future.


 Pains in this stage include a lack of 
feedback, a sense of rejection if the 
application is not accepted, and a 
sense of uncertainty about the 
outcome.

B3. Evaluation: This is the stage where 
the students' applications are 
evaluated by the supervisor and the 
host organization. 


Gains in this stage include a sense of 
validation and recognition for the 
students' qualifications, and a sense of 
hope for the future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
application is not accepted, and a 
sense of uncertainty about the 
outcome.

B2. Interest: This is the stage where 
the supervisor expresses interest in the 
internship and begins to promote it to 
the students. 


Gains in this stage include a sense of 
excitement about the opportunity, a 
sense of accomplishment in promoting 
it, and a sense of hope for the future. 


Pains in this stage include a lack of 
interest from students, uncertainty 
about the outcome, and a sense of 
disappointment if the students don't 
apply.

B1. Awareness: This is the stage where 
the supervisor becomes aware of the 
internship opportunity and starts to 
research it. 


Gains in this stage include learning 
about new opportunities, gaining a 
sense of what the internship entails, 
and understanding the potential 
benefits of the experience for the 
students. 


Pains in this stage include a lack of 
information, confusion about the 
internship, and difficulty in finding the 
right opportunity.

B6. Performance: This s the stage 
where the students perform the tasks 
and responsibilities of the internship. 


Gains in this stage include a sense of 
accomplishment for the students, a 
sense of validation for their skills and 
abilities, and a sense of hope for the 
future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
students' performance is not up to par, 
and a sense of uncertainty about the 
outcome.

B7. Feedback and Evaluation: This is 
the stage where the supervisor, host 
organization and the students provide 
feedback and evaluation on the 
students' performance. 


Gains in this stage include a sense of 
accomplishment for the students, a 
sense of validation for their skills and 
abilities, and a sense of hope for the 
future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
students' performance is not up to par, 
and a sense of uncertainty about the 
outcome.

B8. Completion: This is the stage 
where the students complete the 
internship. 


Gains in this stage include a sense of 
accomplishment for the students, a 
sense of validation for their skills and 
abilities, and a sense of hope for the 
future. 


Pains in this stage include a lack of 
feedback, a sense of rejection if the 
students' performance is not up to par, 
and a sense of uncertainty about the 
outcome.

THE SUPERVISOR’s


JOURNEY



B5. Onboarding: This is the stage where the 
students begin the internship and become 
familiar with the organization and its policies 
and procedures.

B4. Selection: This is the stage where the 
students are selected for the internship. 

B3. Evaluation: This is the stage where the 
students' applications are evaluated by the 
supervisor and the host organization. 

B2. Interest: This is the stage where the 
supervisor expresses interest in the internship 
and begins to promote it to the students. 

B1. Awareness: This is the stage where the 
supervisor becomes aware of the internship 
opportunity and starts to research it.

B6. Performance: This s the stage where the 
students perform the tasks and responsibilities 
of the internship. 

B7. Feedback and Evaluation: This is the stage 
where the supervisor, host organization and 
the students provide feedback and evaluation 
on the students' performance. 

B8. Completion: This is the stage where the 
students complete the internship. 

THE SUPERVISOR’sb JOURNEY

For the supervisor, the application could provide them with 

a tool for managing the intern's tasks and responsibilities, as 

well as a way to communicate with the intern and provide 

feedback. It could also help them to track the intern's 

progress and identify areas for improvement.

SOFTWARE APPLICATION FEATURES

•Access control

•Chat/messaging

•Email integration

•Calendar integration:

•Notification system:

•Document sharing

•Video conferencing

•……



steps and touchpoints of the "customer 
journey" ofthe mentor of the internship 
• C1.Awareness: This is the stage where the representative or mentor becomes aware of the internship 

opportunity and starts to research it. Gains in this stage include learning about new opportunities, gaining a 
sense of what the internship entails, and understanding the potential benefits of the experience for the 
organization. Pains in this stage include a lack of information, confusion about the internship, and difficulty in 
finding the right opportunity.


• C2.Interest: This is the stage where the representative or mentor expresses interest in the internship and 
begins to promote it to the organization. Gains in this stage include a sense of excitement about the 
opportunity, a sense of accomplishment in promoting it, and a sense of hope for the future. Pains in this stage 
include a lack of interest from the organization, uncertainty about the outcome, and a sense of 
disappointment if the organization doesn't accept the internship.


• C3.Evaluation: This is the stage where the students' applications are evaluated by the representative or 
mentor and the host organization. Gains in this stage include a sense of validation and recognition for the 
students' qualifications, and a sense of hope for the future. Pains in this stage include a lack of feedback, a 
sense of rejection if the application is not accepted, and a sense of uncertainty about the outcome.



steps and touchpoints of the "customer 
journey" of the mentor of the internship 
• C4. Selection: This is the stage where the students are selected for the internship. Gains in this stage include a 

sense of excitement and accomplishment, a sense of validation for the students' qualifications, and a sense of 
hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the application is not 
accepted, and a sense of uncertainty about the outcome.


• C5. Onboarding: This is the stage where the students begin the internship and become familiar with the 
organization and its policies and procedures. Gains in this stage include a sense of belonging for the students, 
a sense of accomplishment in starting the internship, and a sense of hope for the future. Pains in this stage 
include a lack of information, confusion about the tasks


• C6. Mentorship: This is the stage where the representative or mentor provides guidance, feedback, and 
support for the intern's professional development. Gains in this stage include a sense of fulfillment in 
mentoring and helping the intern, an opportunity for the mentor to share their knowledge and experience, 
and a sense of pride in the intern's progress. Pains in this stage include a lack of time or resources to 
effectively mentor, difficulty in providing constructive feedback, and frustration if the intern does not make 
progress as expected.



steps and touchpoints of the "customer 
journey" of the mentor of the internship 
• C7. Assessment: This is the stage where the representative or mentor assesses the intern's performance and 

progress during the internship. Gains in this stage include a sense of accomplishment in evaluating the 
intern's progress, an opportunity to give feedback to the intern, and a sense of pride in the intern's progress. 
Pains in this stage include a lack of time or resources to effectively assess the intern, difficulty in providing 
constructive feedback, and frustration if the intern does not make progress as expected.


• C8. Completion: This is the stage where the internship comes to an end. Gains in this stage include a sense of 
accomplishment in completing the internship, an opportunity to reflect on the experience, and a sense of 
pride in the intern's progress. Pains in this stage include a sense of loss or disappointment if the internship 
does not live up to expectations, a sense of uncertainty about the future, and a lack of feedback or closure 
from the mentor.


• C9. Alumni: This is the stage where the intern becomes an alumni of the organization. Gains in this stage 
include a sense of pride in being a part of the organization, an opportunity to maintain a connection with the 
mentor and organization, and an opportunity to give back to the organization through mentoring future 
interns. Pains in this stage include a sense of disconnection or loss of connection with the mentor and 
organization, a lack of opportunity to give back or stay involved, and a sense of uncertainty about the future.



C5. Onboarding: This is the stage where the 
students begin the internship and become 
familiar with the organization and its policies 
and procedures.


 Gains in this stage include a sense of 
belonging for the students, a sense of 
accomplishment in starting the internship, and 
a sense of hope for the future. 


Pains in this stage include a lack of 
information, confusion about the tasks

C4. Selection: This is the stage where the 
students are selected for the internship. 


Gains in this stage include a sense of 
excitement and accomplishment, a sense of 
validation for the students' qualifications, and 
a sense of hope for the future. 


Pains in this stage include a lack of feedback, a 
sense of rejection if the application is not 
accepted, and a sense of uncertainty about the 
outcome.

C3.Evaluation: This is the stage where the 
students' applications are evaluated by the 
representative or mentor and the host 
organization. 


Gains in this stage include a sense of validation 
and recognition for the students' 
qualifications, and a sense of hope for the 
future. 


Pains in this stage include a lack of feedback, a 
sense of rejection if the application is not 
accepted, and a sense of uncertainty about the 
outcome.

C2.Interest: This is the stage where the 
representative or mentor expresses interest in 
the internship and begins to promote it to the 
organization. 


Gains in this stage include a sense of 
excitement about the opportunity, a sense of 
accomplishment in promoting it, and a sense 
of hope for the future. 


Pains in this stage include a lack of interest 
from the organization, uncertainty about the 
outcome, and a sense of disappointment if the 
organization doesn't accept the internship.

C1.Awareness: This is the stage where the 
representative or mentor becomes aware of 
the internship opportunity and starts to 
research it. 


Gains in this stage include learning about new 
opportunities, gaining a sense of what the 
internship entails, and understanding the 
potential benefits of the experience for the 
organization. 


Pains in this stage include a lack of 
information, confusion about the internship, 
and difficulty in finding the right opportunity.

C6. Mentorship: This is the stage where the 
representative or mentor provides guidance, 
feedback, and support for the intern's 
professional development. Gains in this stage 
include a sense of fulfillment in mentoring and 
helping the intern, an opportunity for the 
mentor to share their knowledge and 
experience, and a sense of pride in the intern's 
progress. Pains in this stage include a lack of 
time or resources to effectively mentor, 
difficulty in providing constructive feedback, 
and frustration if the intern does not make 
progress as expected.

C7. Assessment: This is the stage where the 
representative or mentor assesses the intern's 
performance and progress during the 
internship.


 Gains in this stage include a sense of 
accomplishment in evaluating the intern's 
progress, an opportunity to give feedback to 
the intern, and a sense of pride in the intern's 
progress. 


Pains in this stage include a lack of time or 
resources to effectively assess the intern, 
difficulty in providing constructive feedback, 
and frustration if the intern does not make 
progress as expected.

C8. Completion: This is the stage where the 
internship comes to an end. 


Gains in this stage include a sense of 
accomplishment in completing the internship, 
an opportunity to reflect on the experience, 
and a sense of pride in the intern's progress. 


Pains in this stage include a sense of loss or 
disappointment if the internship does not live 
up to expectations, a sense of uncertainty 
about the future, and a lack of feedback or 
closure from the mentor.

C9. Alumni: This is the stage where the intern 
becomes an alumni of the organization.


 Gains in this stage include a sense of pride in 
being a part of the organization, an 
opportunity to maintain a connection with the 
mentor and organization, and an opportunity 
to give back to the organization through 
mentoring future interns.


 Pains in this stage include a sense of 
disconnection or loss of connection with the 
mentor and organization, a lack of opportunity 
to give back or stay involved, and a sense of 
uncertainty about the future.

THE MENTOR’s


JOURNEY



C5. Onboarding: This is the stage where the 
students begin the internship and become 
familiar with the organization and its policies 
and procedures.

C4. Selection: This is the stage where the 
students are selected for the internship.

C3.Evaluation: This is the stage where the 
students' applications are evaluated by the 
representative or mentor and the host 
organization.

C2.Interest: This is the stage where the 
representative or mentor expresses interest in 
the internship and begins to promote it to the 
organization. 

C1.Awareness: This is the stage where the 
representative or mentor becomes aware of 
the internship opportunity and starts to 
research it.

C6. Mentorship: This is the stage where the 
representative or mentor provides guidance, 
feedback, and support for the intern's 
professional development.

C7. Assessment: This is the stage where the 
representative or mentor assesses the intern's 
performance and progress during the 
internship.

C8. Completion: This is the stage where the 
internship comes to an end. 

THE MENTOR’s JOURNEY

For the representative (or mentor) of the host organization, 

the application could provide them with a way to monitor 

the intern's progress and provide guidance and support. It 

could also help them to identify areas where the intern may 

need additional resources or support.

SOFTWARE APPLICATION FEATURES

•Access control

•Chat/messaging

•Email integration

•Calendar integration:

•Notification system:

•Document sharing

•Video conferencing

•……



C5. Onboarding: This is the stage where the 
students begin the internship and become 
familiar with the organization and its policies 
and procedures.

C4. Selection: This is the stage where the 
students are selected for the internship.

C3.Evaluation: This is the stage where the 
students' applications are evaluated by the 
representative or mentor and the host 
organization.

C2.Interest: This is the stage where the 
representative or mentor expresses interest in 
the internship and begins to promote it to the 
organization. 

C1.Awareness: This is the stage where the 
representative or mentor becomes aware of 
the internship opportunity and starts to 
research it.

C6. Mentorship: This is the stage where the 
representative or mentor provides guidance, 
feedback, and support for the intern's 
professional development.

C7. Assessment: This is the stage where the 
representative or mentor assesses the intern's 
performance and progress during the 
internship.

C8. Completion: This is the stage where the 
internship comes to an end. 

THE MENTOR’s JOURNEY

B5. Onboarding: This is the stage where the 
students begin the internship and become 
familiar with the organization and its policies 
and procedures.

B4. Selection: This is the stage where the 
students are selected for the internship. 

B3. Evaluation: This is the stage where the 
students' applications are evaluated by the 
supervisor and the host organization. 

B2. Interest: This is the stage where the 
supervisor expresses interest in the internship 
and begins to promote it to the students. 

B1. Awareness: This is the stage where the 
supervisor becomes aware of the internship 
opportunity and starts to research it.

B6. Performance: This s the stage where the 
students perform the tasks and responsibilities 
of the internship. 

B7. Feedback and Evaluation: This is the stage 
where the supervisor, host organization and 
the students provide feedback and evaluation 
on the students' performance. 

B8. Completion: This is the stage where the 
students complete the internship. 

THE SUPERVISOR’sb JOURNEY

A5. Completion: 

This is the stage where the intern completes 
the internship.

A4. Feedback and Evaluation: 

This is the stage where the intern, supervisor 
and host organization provide feedback and 
evaluation on the intern's performance.  

A3. Performance:  
This is the stage where the intern performs the 
tasks and responsibilities of the internship.

A2. Onboarding:

 This is the stage where the intern begins the 
internship and becomes familiar with the 
organization and its policies and procedures.

A1. Selection: 

This is the stage where the intern is selected 
for the internship.

THE INTERN’s JOURNEY



Exemple: 
Functional breakdown of a training program
• Learning objectives
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Exemple:  
Product Breakdown of a training program
• Learning Objects
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The two breakdown

163

?



164

The two breakdown 
combined

!



Purpose:


to design and create a software application to improve the 

experience of the intern, the supervisor, and the 

representative (or mentor) of the host organization. 


How?


Such an application could help to streamline 

communication, provide relevant information and 

resources, and facilitate the tracking of progress and 

feedback.


Features:


The software application could help: 


1. to improve the communication and coordination 

between the intern, supervisor, and host organization


2. To  provide a more efficient and effective way to 

manage the internship experience.

SOFTWARE

APPLICATION

SOFTWARE APPLICATION FEATURES



Hotel service blueprint 



Hospital service blueprint 



https://miro.com/app/board/uXjVPnDDMTs=/


https://miro.com/app/board/uXjVPnC2uM4=/


https://miro.com/app/board/uXjVPnC2uRo=/


https://miro.com/app/board/uXjVPnDDMTs=/
https://miro.com/app/board/uXjVPnC2uM4=/
https://miro.com/app/board/uXjVPnC2uRo=/












Restaurant service blueprint 





1.1. 


Initiation

1.2. 


Planning

2.1. 


User Research 

2.2. 


Benchmarking

4.1. Prototyping

4.2. 

Implementation

3.1. Ideation 


Workshops

3.2. Concept 

Development

5.1. 


Test

2.2. 


Evaluation

1. Planning 2. Research 3. Ideation 4. Design 5. Evaluation

Service Design Project



Work Breakdown Structure



The principles of agile methods 

Principle Description
Customer involvement Customers should be closely involved throughout the development process. Their role is provide 

and prioritize new system requirements and to evaluate the iterations of the system.

Incremental delivery The software is developed in increments with the customer specifying the requirements to be 
included in each increment.

People not process The skills of the development team should be recognized and exploited. Team members should be 
left to develop their own ways of working without prescriptive processes.

Embrace change Expect the system requirements to change and so design the system to accommodate these 
changes.

Maintain simplicity Focus on simplicity in both the software being developed and in 
the development process. Wherever possible, actively work to 
eliminate complexity from the system.

 



PROCESSES

PROJECTS
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PROCESSES

PRODUCTSRESOURCES

OUTPUTINPUT OUTCOME

OBJECTIVES

VALUE DELIVERY SYSTEM







The Imagination Machine

• The Seduction: How to open yourself up to surprises


• The Idea: How to generate new ideas


• The Collision: How to rethink your idea based on real-world feedback


• The Epidemic: How to spread an evolving idea to others


• The New Ordinary: How to turn your novel idea into an accepted 
reality


• The Encore: How to repeat the process—again and again.













https://app.conceptboard.com/board/34z5-af5c-556z-66q3-bnc6


https://www.designorate.com/the-six-hats-of-critical-thinking-and-how-to-use-them/


https://app.conceptboard.com/board/34z5-af5c-556z-66q3-bnc6
https://www.designorate.com/the-six-hats-of-critical-thinking-and-how-to-use-them/








Speculative Design



“The Anti-Company-Game”

• You are the CEO of a hotel chain and playing the game and flipping the 
assumptions. 


• An “Anti-Hotel” don’t own any hotels or any rooms or even operate 
any hotels or any rooms anywhere. 


• Actually, had the executives of hotels played the “Anti-Company 
Game” before 2007, they might have been able to foresee the 
appearance of Airbnb, the hotel-less hospitality company, and they 
might have been able to stave off disruption by preemptively 
disrupting themselves.



“The Maverik-Game”

• Let's do it weird!


• Think like unorthodox or independent-minded person and 
organizations


• Change the game



“Pre-Mortem-Game”

• Your role in this game is to write ... the 
obituary for your project, which is going to fail 
with 100 percent certainty in five years’ time. 


• What is the cause of death? What will have 
been the point of failure? Why will it have 
failed? How will it have failed? 


• The challenge here is that it’s easy to be 
seduced into the baseline fallacy. The baseline 
fallacy is the idea that it’s the current business 
model which is the low-risk bet. 







The Imagination Machine

• The Seduction: How to open yourself up to surprises


• The Idea: How to generate new ideas


• The Collision: How to rethink your idea based on real-world feedback


• The Epidemic: How to spread an evolving idea to others


• The New Ordinary: How to turn your novel idea into an accepted 
reality


• The Encore: How to repeat the process—again and again.













https://app.conceptboard.com/board/34z5-af5c-556z-66q3-bnc6


https://www.designorate.com/the-six-hats-of-critical-thinking-and-how-to-use-them/


https://app.conceptboard.com/board/34z5-af5c-556z-66q3-bnc6
https://www.designorate.com/the-six-hats-of-critical-thinking-and-how-to-use-them/








Speculative Design



“The Anti-Company-Game”

• You are the CEO of a hotel chain and playing the game and flipping the 
assumptions. 


• An “Anti-Hotel” don’t own any hotels or any rooms or even operate 
any hotels or any rooms anywhere. 


• Actually, had the executives of hotels played the “Anti-Company 
Game” before 2007, they might have been able to foresee the 
appearance of Airbnb, the hotel-less hospitality company, and they 
might have been able to stave off disruption by preemptively 
disrupting themselves.



“The Maverik-Game”

• Let's do it weird!


• Think like unorthodox or independent-minded person and 
organizations


• Change the game



“Pre-Mortem-Game”

• Your role in this game is to write ... the 
obituary for your project, which is going to fail 
with 100 percent certainty in five years’ time. 


• What is the cause of death? What will have 
been the point of failure? Why will it have 
failed? How will it have failed? 


• The challenge here is that it’s easy to be 
seduced into the baseline fallacy. The baseline 
fallacy is the idea that it’s the current business 
model which is the low-risk bet. 







The Imagination Machine

• The Seduction: How to open yourself up to surprises


• The Idea: How to generate new ideas


• The Collision: How to rethink your idea based on real-world feedback


• The Epidemic: How to spread an evolving idea to others


• The New Ordinary: How to turn your novel idea into an accepted 
reality


• The Encore: How to repeat the process—again and again.
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05 — Preparing for implementation

• So you have reached the final but perhaps most critical phase of any 
project.


• If you’ve launched services or policies before, you’ll know that 
preparing for implementation can be a challenging task. 



Creating a pitch

• The first thing you’ll want to articulate is the essence of your product, service or experience. Offer 
context, the main thrust of your solution, why it’s different, and any call to action you’re making. 
Try to succinctly explain it in less than a minute. 


• You’ll want your pitch to be clear and unambiguous, so don’t get bogged down in details. Focus on 
how and why it counts. 


• Next you’ll want to get that story into some kind of format. It could be a pamphlet, website, book 
or presentation. You may need more than one. You may need a graphic designer or writer to help. 


• You’ll likely communicate differently with different audiences. Make sure you think about telling 
stories of varying lengths and degrees of detail. What are the short, medium 69 and long versions 
of your pitch?



Capabilities quicksheet

1.  The main elements that you’ll want to understand are the distribution of your solution, the 
partners you might need and the capabilities necessary to execute. 


2. Put “Distribution,” “Capabilities,” and “Partners” on big sheets of paper. Have a brainstorm 
about what needs to happen for each category. List what you’ve already got and what you’ll 
need. For example, under "Distribution", perhaps you need to source, store and distribute a 
product. Many smaller steps within each of these large categories should emerge. 


3. Looking at all your ideas after, start to group needs based on actors in the room, and then 
include a category for needs that are out of the scope of the team. Will you have to form new 
relationships or can you leverage existing ones? 


4. Look at how you plan to "Staff your project". Do you need more or less help after assessing your 
capabilities? Now move onto "Creating a roadmap".



Staffing your project 

1. Now that you’re most of the way through your project, determine who are the 
most essential members of your team for implementation. Make a list of the 
critical skills that are required, then reorder the list based on highest priority. 


2. Take a look at your existing team. Do you need specialist skills? Perhaps a 
designer, someone with specific expertise, or particular sector knowledge? Do 
you need dedicated project management resource? 


3. Are there organisations that you now need to partner with? What about 
funders? Will you have to get buy-in from managers or officials? 


4. Implementation can take a long time, so think down the road about who you’ll 
need now and who you’ll need when you’ve launched.



Creating a roadmap

1. Assemble your team and all the critical stakeholders responsible for implementing your idea. 
They’ll have information that you may not know but that is crucial. 


2. Make it visual. Print out a big calendar for the next year or so to map out what needs to happen 
when. Start adding Post-its with key dates such as a pilot launch, rollout date, etc. 


3. Break it down by thinking about your calendar in chunks. Answer questions like “What needs to 
happen in the next month? In three months? In a year?”. Themes will emerge around the 
various tracks of work that need to take place. 


4. Think about the major milestones in your project timeline: when will you launch? When will you 
need to complete your technical development by? When will you kick off a communications 
plan? Get key dates on the calendar. 


5. Assign a team member or partner to each track of work and get someone to champion each 
element of your project. Be prepared to hold them accountable to the tasks.



Building partnerships

1. Get your team together with other key stakeholders and partners and run a 
brainstorm around what partnerships you need. Maybe you need greater access 
to the press, maybe you need to raise money. 


2. Next, take those key partnership needs and have another brainstorm around 
who you know already and who you can reach out to in your wider network. 


3. Though you’ll want to remain flexible, you’ll also want to start to set parameters 
around what you need from your partners. Figure out when you’ll need each 
one, how much you can reasonably ask of them, and what kind of deadlines to 
set around your ask. 



Measuring and evaluating

1. Firstly, determine why you need to measure. Is it to demonstrate impact? To get more funding? 
To improve business practices? 


2. Be sure to bring key stakeholders into this conversation. They may have been measuring and 
evaluating your topic area for years and can provide key insight. 


3. Assess whether your team is best suited to carry out the process. You may need to hire an 
outside team or consultants to help.


4. Try to find a balance between quantitative and qualitative measurements. Stories from partner 
organisations and the people that you’re designing for can be very powerful, especially if your 
solution doesn’t lend itself to capturing hard numbers. 


5. 06 Take a prototyping attitude to your measurement. You can always tweak your operating 
model based on the information coming in to maximise your impact.





06 — Overcoming challenges



06 — Overcoming challenges

• In sharing this collection of practical tools and methods, we have 
hopefully given you the insight needed to grow in your role and the 
confidence to bring about change using design.


• "We don't know how to define the challenge well.“


• “We have little experience in running qualitative research with users.”


• “We pilot, we don’t have the time to prototype.”


• “We don’t have enough time!”


• “We don’t connect as a public institution; policymaking and service 
delivery don’t relate well to each other.”



LAB#1

LAB#2

LAB#3

LAB#4




