
Insight from users can lead to innovation 



Service Dominant Logic
Vargo & Lusch 2004



‘Value in Use’





What is Service Design?



About creating value in use by understanding 
user needs.



Understood from the users perspective









Designed offerings to provide experiences 
that happen over time and across different 
touch-points 



Designed offerings to provide experiences 
that happen over time and across different 
touch-points 



User insight!





See the User –
observation is a muscle

Be the User–
do it yourself

Hear the User –
talk, listen and understand



Trygg fra A til Å, 



Zoot / Making Waves

User Insight



Involving stakeholders in the service development

Zoot/Making Waves



Zoot/Making Waves

Resulting in improved service experience



By responding to the users insights

Zoot/Making Waves



Understanding the whole experience



What are your service offerings?

Do they deliver Value in Use?

Who is determining the parameters of that value?



Thank You!
Ted.matthews@aho.no


