Service Design
Consultancy

We help you design services that genuinely work for the people
who use them - by connecting what users need with how your

organisation actually delivers.

O mutomorro

SERVICE & EXPERIENCE




CONTEXT

You want to deliver services that genuinely work for the people
who use them. We help you design from the ground up.

Service design has rightly put users at the centre. Understanding what people need, mapping their journeys, prototyping
better interactions - this is important work. But a beautifully designed service still fails if the organisation behind it cannot

deliver it reliably, adapt it when things change, or sustain it over time.

The gap between the designed service and the delivered service is where most improvement efforts come unstuck. The
service looks right on paper, but the organisational reality - team capacity, information flow, operational constraints,

culture - means the experience people actually receive falls short of what was intended.

We help organisations where...

You want services that genuinely work for the people who use them - designed around their needs, not just your processes.

You want services shaped by the people who rely on You want the whole journey to work, not just the parts
them each team can see

We help you design from the user's perspective - connecting We help you design end-to-end experiences that feel seamless
what people need with how you deliver and considered

You want services that learn and adapt as needs change You want design thinking to become part of how your

We help you build in the feedback loops that keep services organisation works

improving over time We help you build the capability to keep designing better
services yourselves

| Why better services need the whole organisation behind them

Aservice does not exist in isolation. It is delivered by an organisation - by people working in

teams, following processes, using systems, operating within a culture. The quality of the service
is shaped by the quality of all of these things. You cannot design a great service without

understanding the ecosystem that will deliver it.
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OUR APPROACH

Four connected areas of work

Every service design challenge is different. But our service design consultancy typically moves through four connected

areas - understanding the service and the system that delivers it, designing improvements that account for both,

implementing changes across the service and the organisation, and building your capability to keep improving services

over time.

01
Understand

Good service design starts with understanding - but not just
understanding the user. You need to understand the whole
picture: what people need from the service, how the service
currently works, and what the organisational system behind it

enables or constrains.

03

Implement

A service design on paper is a hypothesis. Making it real is where
you find out what works, what needs adjusting, and what the

organisation needs to change to deliver it properly.

Implementation is not just launching - it is a learning process.
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02
Co-design

The best services are designed with the people who use them
and the people who deliver them. Users bring the perspective of
what they actually need. Delivery teams bring the knowledge of

what is practically possible. Together, they create designs that

are desirable, feasible, and genuinely deliverable.

04
Build capability

Great services are never finished. They evolve as user needs
change, as the organisation develops, and as you learn from
what works. The goal is to build the internal capability to keep
designing, testing, and improving services as an ongoing

practice.
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OUTCOMES

What becomes possible

Organisations we have partnered with through our service design consultancy describe a shift in how services feel - for
users and for the people delivering them. Services become simpler, more responsive, and more satisfying. The organisation

behind them works better too.
Services that work for people  Because they were designed around real needs, not internal assumptions
Less failure demand  Because the root causes of complaints and workarounds have been addressed, not just managed
Teams that take pride  Because delivering a well-designed service feels good - people can see the difference they make
Services that learn  Because the capability to improve is built in, so services keep getting better

Organisation and service aligned  Because both were designed together, so the organisation can deliver what it promises

Good service design is about more than beautiful blueprints. It is about creating services that
genuinely work - for the people who use them and the organisation that delivers them. That

requires designing both sides together.

Ready to explore what this could look like for your organisation?
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