
Service design for the Health and Wellbeing sector and its target groups

Lecture 3: Develop

Explore a new digital/technological product, 

service or process for health & wellbeing



Learning outcomes

After the lecture, you should 
be able to:

• Explain how to ideate and 
prototype the  new 
digital/technological 
product, service or process 
development for H&W.

Content

• Ideate: Brainstorm techniques for creative 

ideas

• Prototype: Building representation for an 

idea. 

• Fast prototyping techniques for modeling 

solutions 



Service design: Design Council Double Diamond Model. 

Discover Define Develop Deliver
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Ideate: Brainstorming

• Aim: to brainstorm a range of creative ideas that meet the unmet needs of 
users, which have been identified in the definition phase. 

• Effective brainstorming: 
• Plan carefully
• The optimal group size is between 6 to 12 people. 
• Participants should be as targeted towards the ideas as possible but should be 

heterogeneous (different levels and field of expertise).
• Inform the participants beforehand what is the aim of brainstorming
• Create supportive environment, all the ideas are valued
• Document the ideas and follow up

Wilson 2022



Ideate

Brainstorming techniques:
• Rapid ideation.
• Figure storming.
• Round-robin brainstorming.
• Step-ladder technique.
• Mind mapping.
• Starbursting
• Wishing
• Forced connections
• Brain writing

Wilson 2022

→ Get familiar to one
techinque and describe it 
to the otherones in your

team



Ideate
The De Bono 6 hats method

The method is used for to develop the ideas that need to be worked out further or to be improved an 
existing product or service.

The method is visually driven by different colors, each with a different property. Since the method 
consists of 6 different roles, there must be min. 6 people in the circle with a “hat” (task):

• Blue Hat – Logical, focus is on facts: He summarizes everything that the different participants say, writes down 
the important information, and should also be the secretary to the group.

• Yellow Hat – The optimist: He thinks the “Best Case” of the idea, value and benefits. It is about seeing the 
optimum in all areas. No matter if timelines, budget, market, customer expectations, etc. he assumes that 
everything goes perfectly.

• Green hat – The thinker: He may think creatively, in broad terms. He should concentrate on bringing in new 
ideas and thinking “broad” instead of going into depth like the others. He combines outside ideas with the 
other idea instead of focusing on the details of the idea.

• Red Hat – The emotional: He may be emotional, his taste, his feelings, and his feelings and personal opinions 
are in the foreground.

• Black Hat – The critic: Critics find weak points, specifically address the weak points, criticize ideas, and also 
point out negative aspects. The “worst-case scenario” is his world and for him, everything which can go wrong 
will go wrong.

• White Hat – The Lens: Numbers, facts, knowledge, schedules, evidence, statistics & calculations are central to 
the lenses. This person must be neutral, and all decisions of this person must be provable and if necessary, the 
numbers and evidence must be demanded, and rules are followed.

Talin 2021



Prototype

• Building real, tactile representations for a subset of ideas. Understanding 
what components work, and which do not. Impact vs. feasibility of ideas 
through feedback on prototypes.

• In prototyping, a simple experimental model of proposed service or 
product is created so that it is possible to check how well it matches what 
users want through the feedback they give. 

• You should consider prototyping from early on (paper prototyping, if 
appropriate) so the feedback you gather from users can help guide 
development.

Dam & Siang 2021



Low-Fidelity and High-Fidelity Prototyping 

• Fidelity refers to the level of detail and functionality you include in your 
prototype. 

• Horizontal prototype: gives a wide view of the entire system or subsystem 
(e.g., an entire website).

• Vertical prototype: gives a detailed view of just one feature (e.g., a 
checkout process).

• The level of fidelity you choose should be appropriate for presenting to 
users in user testing so they can give focused feedback. 

Dam & Siang 2021



Prototyping

Pay attention to these four key components of prototyping and testing:
• People – including those whom you are testing and the observers

• Objects – static and interactive, including the prototype and other objects the people and/or 
prototype interact/s with

• Location – places and environments

• Interactions – digital or physical, between people, objects and the location

When building prototypes, as well as testing them, keep in mind these key components:

- if you are testing your prototype in a lab, think about how to simulate the natural 
environment in which your design will engage its users. 

- take note of other objects that the prototype will be used with. When performing a 
task, for example, will the users be wearing gloves, or have their hands full? What 
implications would that have on how they can use a product or service? 

Dam & Siang 2021



Prototyping techniques

Sketching

- Possible to use in an early stage. 

- Use sketches to illustrate your ideas. 

- Requires very little effort and does not need artistic levels of drawing skill to be useful. 

- Sketch simple illustrations of your concepts, allowing to share these with your team for further discussion and ideation. 

Diagrams and mind maps 

- to illustrate a system, process, or the structure of your ideas. 

- to sketch the various touch points that affect a user’s journey, and then identify how they relate to one another. 

- also, visualise and analyse how the ideas can relate to one another and complement (or sometimes compete with) one 
another. 

- diagramming is a useful way to understand complex situations or use cases, where many factors and players affect one 
another. 

- Journey maps, behaviour maps, system flow diagrams, and other mapping methods are available to help scope out 
complex situations.  

Dam & Siang 2021



Service path description

Arter 2019. 



Service Blueprint

Arter 2019.  



Prototyping techniques
Paper interfaces

• Digital products like mobile apps, websites, web services, as well as other screen-based 
products or experiences often require to create a range of prototyping methods to run up 
the final design and development. 

• Paper interfaces are easy and cheap at the early stages of prototyping for digital products. 
It is possible to create paper interfaces by sketching them out, or by drawing and cutting 
out usable parts of a user interface (such as a text field or a dropdown menu, etc.). 

• Possible to uncover areas for improvement, such as usability issues, that can help to make 
improvements to the design. 

• A commonly used process in creating paper interfaces is sketching and assembling 
prototypes of a working digital system by using separate sheets of paper, including 
moveable interface elements, scrolling pieces of paper, and other interactive features. 

Dam & Siang 2021



Prototyping techniques
Storyboards
• telling stories is an excellent way of guiding people through a user experience. 
• can be used for early prototyping to allow to visualise the user’s journey or how 

users would experience a problem, service or product. 
• imagine the complete user experience, and then capture it in a series of images or 

sketches. 
• by drawing out a user’s experience, we also better understand their world and are 

thus able to think in their shoes. 
• ensures that we know our users well enough and allows us to keep in mind the 

context of the solution we are designing. 
• useful for developing an empathic understanding of users, and for generating high-

level ideation and discussions. 
• are not very useful for fine-tuning the details of products, because the drawings tend 

to be more macroscopic in nature. 
Dam & Siang 2021



Prototyping techniques

• Lego prototypes: quick and simple

• Role-playing (experiential prototyping): is a method that allows your design 
team to explore scenarios within the system you are targeting physically.

• Physical models: for testing the materials

• Wizard of Oz prototypes: are prototypes with faked functions

• User-driven prototypes: getting the user to create something

Dam & Siang 2021



Which prototype to choose

• What is the idea about?
• Note down the key components of an idea. Figure out what needs to be tested and ask a 

key question for each component of the idea that you wish to test.

• Which questions do you want to ask? 
• Choose a few questions to be answered. For instance, if you want to test out whether the 

weight of the product is acceptable and usable, consider building a rough prototype with 
the same weight as that of the final product. If you want to test the level of interaction 
between the product and the user, you may choose  role-playing.

• What prototype makes sense? 
• For each question, think about the kind of prototype that makes the most sense and that 

would most effectively answer the question. If possible, hold a brainstorming session with 
your team so that you can generate as many alternatives as possible, then narrow down 
the choices via discussion.

Dam & Siang 2021
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