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

Lecture 4: Deliver

Materialize the new product, 

service or process



Learning outcomes
After the lecture, you should be 
able to:
Explain how to assess and 
materialize the new 
digital/technological product, 
service or process development 
for H&W.

Content

• Assess and test: Feedback collection 
from clients. 

• Implement: Ensuring that the solution 
is materialized



Service design: Double diamond model

Discover Define Develop Deliver
Insight to the problem The area to focus upon Potential solutions Solutions that works

P
ro

b
le

m

P
ro

b
le

m
 d

ef
in

it
io

n
 

So
lu

ti
o

n

Design Council; Naar et al. 2018.



Assess and test: Feedback

Designed solutions needs to be assessed against the evaluation criteria that have been 
defined in the define/development phase of the service design process.

The assessment will be examined, for example, 
- How well the designed solution is expected to promote the health and wellbeing of 
clients (positive health effect). 
- How well it is linked to the functional and economic objectives of the social and 

healthcare organisation’s service system. 
- How much the implementation of the entire service design process has been cost 

in relation to the budgeted and used resources.



Assess and test: Feedback collection
How well solution meet users’ needs? Has it improved how do they feel, think, 
or do their tasks?

Some good practices for organizing a feedback collection:

1. Plan carefully in advance: purpose, progress, roles of different actors, required 
materials and the desired end-result.

2. Involve social and healthcare professionals and clients. The customer panels or 
patient organizations can be benefitted.

3. Offer companies the opportunity to refine their original solution proposal on the basis 
of what they learned in the dialogue.

Kauppinen et al 2020.



Assessment of solutions
Evaluation criteria of the 
service

Description

CORRESPONDENCE TO THE 
DESIGN CHALLENGE

The service/product meets the requirements.
The service/product includes other potentially useful functions.

NOVELTY VALUE The service/product enables new practices or perspectives.

SCALABILITY The service/product business model is responsible and sustainable.
The service/product can become a permanent solution in the organization.

INFORMATION SECURITY 
AND PRIVACY 

The availability, confidentiality and integrity of information have been maintained. 
The General Data Protection Regulation (GDPR https://gdpr-info.eu/ ) has been taken into 
account in the service/product.

TECHNICAL FUNCTIONALITY The technical functionality of the service/product has been tested and documented. There is a 
plan for possible disruptions.

Kauppinen et al 2020

https://gdpr-info.eu/


Assessment of solutions

ACCESSIBILITY Accessibility requirement standard have been taken into account in the development of 
the service/product and an accessibility statement is available.
Understanding accessibility requirements for public sector bodies: 
https://www.gov.uk/guidance/accessibility-requirements-for-public-sector-websites-and-
apps
Web Content Accessibility Guidelines (WCAG) 2.0: https://www.w3.org/TR/WCAG20/

USABILITY The usability requirements have been taken into account in the designing of interaction
(EU Medical Device Usability Requirements MDR; Usability of On-line Services)

POSSIBLE ADVERSE IMPACTS Use of the service/product is expected to have limited or minor potential adverse effects 
(including those caused by incorrect use)

ETHICAL ASPECTS Ethical perspectives have been taken into account in the development, testing and 
production.

Evaluation criteria of the 
service

Description

Kauppinen et al 2020

https://www.gov.uk/guidance/accessibility-requirements-for-public-sector-websites-and-apps
https://www.gov.uk/guidance/accessibility-requirements-for-public-sector-websites-and-apps
https://www.w3.org/TR/WCAG20/


Assessment of solutionsEvaluation criteria of the service Description

IMPACT ON THE CUSTOMER’S 
HEALTH AND WELL-BEING

The service/product is expected to have a positive impact on quality of life and a lifetime 
impact on an individual user (compared to current practices), and research evidence 
proves this. The service/product is expected to have a positive impact on the autonomy 
and human dignity of an individual user, and research evidence proves this.

IMPACT ON FAMILY AND FRIENDS The impact of the service/product is expected to reduce the burden on close relatives 
and caregivers.

IMPACT ON SOCIETY The service/product is presumably of positive (national/municipal) economic importance 
and does not increase the burden on the rest of society outside the organisation. The 
service/product is expected to have a positive impact on the equality of care.

IMPACT ON THE SOCIAL WELFARE 
AND HEALTH CARE ORGANISATION

Implementation of the service/product is expected to have a positive impact on the 
organisation’s work processes and is compatible with existing equipment or information 
systems, which will not require any modifications. Introduction of the service/product is 
expected to reduce the workload of employees in the organisation and does not require 
significant training.

IMPACT ON COST Implementation and maintenance costs for different parties (organisation, company, end 
user) have been assessed beforehand and are easy to compare with current practices. 
Unbiased evidence shows thi s.

BENEFITS OF CORPORATE 
COOPERATION FOR THE COMPANY

Companies are able to test the technical functionality, accessibility and usability of the 
service/product during the co-creation project. They are also able to deepen their 
understanding of the social welfare and health-care sector and its operating processes.

Kauppinen et al 2020



Team work
Get familiar with:

1. The General Data Protection Regulation (GDPR https://gdpr-info.eu/)

→ Discuss in your team what needs to be taken into account from the data 
protection point of view in the service, process or product development in H&W.

2. Web Content Accessibility Guidelines (WCAG) 2.0: https://www.w3.org/TR/WCAG20/

→ Discuss in your team what needs to be taken into account from the 
accessibility when developing a service, process or product in H&W.

Summarize your discussions and be prepared to present them to other teams.

https://gdpr-info.eu/
https://www.w3.org/TR/WCAG20/


Concretization of the service product

Make it easy for the client to use / buy the concretized solution (product/service). 
→ The more abstract and unfamiliar the solution is to the client, the more it needs to 
be  concretized. Concretization reduces client' sense of risk in a service use and/or 
purchasing situation.

Implement: Ensuring that the solution is materialized and meets the lives of the 
target group / the end users.

Koskelainen 2008.



How to make your solution visible for the client

Give a good product name 

Service product visualization needed: 
brochures (product brochure, price list, 
user manual, wish guide…), attractive 
appearance 

Present stories, experiences (imagination 
bypasses technology)

The image of reliability

Persons in charge, contact information

Promises follow-up

References, acknowledgments, awards 

Research results

Flawlessness, warranties

Concretization of real customer benefits

Reporting the consequences and 

highlighting alternative solutions

Usability for the target group, tell user 

experiences 

Availability (logistics suitable for the 

target group)

Opportunities for cooperation

Koskelainen 2008.



Concretisation of client benefits

When concretizing client benefits, the focus is on a few essential values. 
They are justified so that the client can verify the benefits for themselves. 
Justify how client can for example save time, save resources, can get the best 
value. 

Organize a feedback system to follow clients’ satisfaction.

Koskelainen 2008.



Summary

The service design process is iterative and transparent, with quick feedback 
loops. It makes possible to learn more about user needs earlier on  and how to 
make decisions how to respond to the needs. 

The service design and delivery process helps teams start delivering quickly. It 
also helps them to adjust their work to new information they get about users 
and their needs. 

Australian Government
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