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1. COURSE 6:  

Service design for the health and wellbeing technological solutions, 

focusing on concepts of service design in developing H&W 

technological innovations (5 ECTS, 135 hours) 

 
 

 
1.1. Introduction 

 
Basis is the Student Advance Organizer. What is additional information for the teacher: 

- Welcome students and introduce yourself 

- Get to know the students 

 

 
1.2. Learning outcomes 

 

After the course a student should be able to: 

• Describe the knowledge base, concepts and process of service design in the development 

of digital, customer-oriented product, service or process 

• Recognize the possibilities of technologies in designing customer-oriented H&W products, 

services and processes   

• Involve end-users/clients in innovation and development process by using service design 

tools  

• Design customer-oriented product, service or process using service design methods and 

different implementation methods  

 

 

 

1.3. Course competence level 
 
The level of the course learning outcomes is based on the European qualification framework (EQF) 

level 6. Competence-based learning outcomes describe what the student should know, understand 

and should be able to do at the end of the course. Learning outcomes of each course are finally 

building up the competences needed in working life. When completing the whole study programme 

student should be able to show (Cedefop): 

➢ Advanced knowledge of a field of work or study, involving a critical understanding of 

theories and principles. 

➢ Advanced skills, demonstrating mastery and innovation, required to solve complex and 

unpredictable problems in a specialized field of work or study. 

➢ Manage complex technical or professional activities or projects, taking responsibility for 

decision-making in unpredictable work or study context; take responsibility for 

managing professional development of individuals and groups.  

Competence-based approach and competence-based learning outcomes are basis of all activities in 

a course implementation. For example, the course assignments are based on learning outcomes, 

and they have been planned in a way that the students can practice and show their abilities to 

apply knowledge that indicates a professional approach to their future work. In course 

assignments students can also demonstrate abilities in problem solving, argumentation and 

justification skills. That requires the ability to gather and critically interpret relevant data, as well 

as to reflect social, scientific and ethical issues. In addition, the assignments offer the possibility to 



demonstrate written and oral communication skills, when presenting ideas, challenges and 

solutions for different professional and non-professional audiences.  

(Cedefop. European qualification framework EQF. Available European qualifications framework (EQF) | 

CEDEFOP (europa.eu) 

 

 

1.4. Assessments and grading form 

 
- Self-assessment before the course starts 

- Summative assessment 

- Self- and peer assessment at the end of the course  

There is one summative assessment in course 6. Summative assessment is based on the 

project assignment. 

Grade scale: 1 -5. 

 

 
 Ideas for implementing self-assessment: 

Here is ideas for different ways how to use the self-assessment in the first meeting of the 

course: How-to-successfully-introduce-self-assessment-in-your-classroom.pdf 

(theeducationhub.org.nz) 

  You can use the self-assessment before the course starts: this helps students to 

discover which knowledge they already have. If you include the outcome in the first 

meeting, it helps you to see and reduce the gap between the highest and lowest 

achievers, while raising achievement overall. Lessons can be adjusted to the level that is 

needed for students to understand the content. 

You can also use the self- assessment during classes: improve learning outcomes (did 

the students understand the content?). Improving motivation and perseverance (discover 

that you already learned some things), and encourage students to seek and know where 

to find help and help them to help each other. 

 

 

 

 

2. EDUCATIONAL MATERIAL 
 

Content 1: Course overview and service design concepts 

 
Learni

ng 
outco

mes 

- Describe the course content and the course activities. 

-Explain what service design and service design process is. 
-Explain what service design in the area of digital health is. 

-Describe different kind of service design methods. 

Learni
ng 
tasks  
Before 
class 

activiti
es 

1. Watch the video: ABC Nightline – IDEO Shopping Cart 
https://www.youtube.com/watch?v=M66ZU2PCIcM (8.30 min) 
2. Be ready to express what are your expectations for the course, what would be 

important for you to learn and why. 

 

In-
class 

1 Discussion about the video, for example what do they consider as a good shopping 

cart and why? Have they been thinking about the designing process of the shopping 

https://www.cedefop.europa.eu/en/projects/european-qualifications-framework-eqf
https://www.cedefop.europa.eu/en/projects/european-qualifications-framework-eqf
https://www.theeducationhub.org.nz/wp-content/uploads/2018/03/How-to-successfully-introduce-self-assessment-in-your-classroom.pdf
https://www.theeducationhub.org.nz/wp-content/uploads/2018/03/How-to-successfully-introduce-self-assessment-in-your-classroom.pdf
https://www.youtube.com/watch?v=M66ZU2PCIcM


activit
y 

cart? What paid their attention in a designing process? 

2 Ask students’ orientation and expectations for the course. What do they consider 

important to learn and why? 

 

Learni
ng 
task 1 
in 

class 

Lecture 1a: Orientation (pp presentation) 

Learning outcome: after the lecture student should be able to: 

• Describe the course content and the course activities: 

o Course outcomes 

o Course content 

o Ways of working 

o Assessment 

o Assignment  

 
Learni
ng 
task 2 

in 

class 

Lecture 1b: The knowledge base, concepts and process of service 

design in the development of technological, digital innovations in health & 

wellbeing. Overview. (pp presentation) 

Learning outcome: after the lecture student should be able to: 

Explain what is service design and service design process 

Explain what is service design in the area of digital health 

Describe different kind of service design methods 
Learni
ng 
task 3 
in 
class 

Project assignment: Project challenge (pp presentation) 
Explain the project assignment. 

In-
class 
activit
y 

During the class the small groups (teams) will be created. These are service design 

teams whose task is to develop or create new service, process or product for a 

certain, defined target group. Team will consist of 4-5 students; team stays the same 

through the course.  

 
Wrap-

up 

activit

y 

 

At the end of the lecture session students are in their teams and make three 

questions from the lecture for the other teams to answer.    

Power
point  

1 Lecture 1a: Orientation 
2 Lecture 1b: The knowledge base, concepts and process of service 
design in the development of technological, digital innovations in health & wellbeing. 

Overview. 
3 Project challenge 

Case 
study 

  

Books Teacher’s handbooks: 
Stickdorn, M. & Schneider, J. (ed.) 2010. This is Service Design Thinking. Basics – 
Tools – Cases. Amsterdam: BIS Publishers.  
Stickdorn, M., Lawrence, A., Hormess, M. & Schneider, J. 2018. this is Service Design 
Doing. Applying Service Design Thinking in Real World. Sebastopol: O’Reillys Media. 

Article

s 

 

Websit
es 

 

Audio-

visual 
resour
ces 

Joyce Lee 2015. Participatory Design and the "Making" of Health (9.54 min) 
Participatory Design and the "Making" of Health | Joyce Lee | TEDxDetroit - YouTube 
 
Design Council 2015. Design methods for developing services. 
https://www.designcouncil.org.uk/sites/default/files/asset/document/DesignCouncil_D
esign%20methods%20for%20developing%20services.pdf 

 

https://www.youtube.com/watch?v=HyVaEASftF8
https://www.designcouncil.org.uk/sites/default/files/asset/document/DesignCouncil_Design%20methods%20for%20developing%20services.pdf
https://www.designcouncil.org.uk/sites/default/files/asset/document/DesignCouncil_Design%20methods%20for%20developing%20services.pdf


Institute of Positive Health.   
What is Positive Health? - Stichting Institute for Positive Health (iph.nl) 
 

 
 

Content 2: Understanding the client (Discover and define) 

Learning outcomes -Justify how to collect and analyze the data to understand client’s 

needs 

-Explain how to interact through digital technologies with clients, 

colleagues and stakeholders 

Learning tasks  
Before class 
activities 

Reading  
Fry: Why hospitals need service design. Available at:  
https://www.ntnu.edu/documents/139799/1273574286/TPD4505.Kri
stine.Rise.Fry.pdf/1568d6be-df14-4c51-9820-e690d354bf2b 

In-class activity Discussion about Fry’s article, for example: Why service design is 
needed in social and healthcare? What barriers there are in social and 

healthcare organizations to overcome? What are the benefits of using 

the service design process? 
 

Learning task one in 
class 

Lecture 2. “Understanding the client” (pp presentation) 

Learning outcome: after the lecture, student should be able to: 

• Justify how to collect and analyze the data to understand 

client’s needs 

• Explain how to interact through digital technologies with 

clients, colleagues and stakeholders 

 
Learning task two in 
class 

Engaging users: small-group activity 

Task learning outcome: at the end of this task, student should be 

able to: 

• find and use relevant user engagement tools with different kind of 

target groups  

Task 

Task is done in teams. 

Engaging users: 

• Choose one tool to engage users from the given list (in 

lecture material) to look at more carefully and find 

information from it, 15 min 

• Present the tool and its use for the other teams, 15 min 

 
Wrap-up activity Be ready to answer short questions from the lecture that teacher 

is presenting: 

- how to collect and analyze the data to understand client’s 

needs 

- how to interact through digital technologies with clients, 

colleagues and stakeholders 

Powerpoint  Lecture 2. “Understanding the client” 
Casestudy Workshop material 4.1: Discover, Define (Project assignment) 
Books  
Articles Eley 2016. Telling it as it is: involving people with dementia 

and family carers in policy making, service design and 
workforce development. 

Websites Dam & Siang 2022. Personas – A Simple Introduction. Interaction 
Design Foundation. Available at: https://www.interaction-
design.org/literature/article/personas-why-and-how-you-should-use-

them 

https://www.iph.nl/en/knowledge-base/what-is-positive-health/
https://www.iph.nl/en/knowledge-base/what-is-positive-health/
https://www.iph.nl/en/knowledge-base/what-is-positive-health/
https://www.ntnu.edu/documents/139799/1273574286/TPD4505.Kristine.Rise.Fry.pdf/1568d6be-df14-4c51-9820-e690d354bf2b
https://www.ntnu.edu/documents/139799/1273574286/TPD4505.Kristine.Rise.Fry.pdf/1568d6be-df14-4c51-9820-e690d354bf2b
https://www.interaction-design.org/literature/article/personas-why-and-how-you-should-use-them
https://www.interaction-design.org/literature/article/personas-why-and-how-you-should-use-them
https://www.interaction-design.org/literature/article/personas-why-and-how-you-should-use-them


Audio-visual 
resources 

Video: Design Thinking: Define (4.34min) 
www.youtube.com/watch?v=TNAdanuvwtc  

Video: What is a User Persona? (6.19min) 

https://www.youtube.com/watch?v=FBD2XOKDhgc  
Video: Design Thinking: Ideate (4.03min) 
www.youtube.com/watch?v=zbLxs6te5to 
Video: IDEO Brainstorming Video from IDEO U (1.57min) 
https://www.youtube.com/watch?v=VvdJzeO9yN8 

 
 

Content 3: Explore a new product, service or process for H&W (Develop) 

 
Learning outcome - Explain how to ideate and prototype the new 

digital/technological product, service or process development for 
H&W 

Learning tasks  

Before class 
activities 

BEFORE CLASS ACTIVITY  

 Readings: Peltomaa M. 2019 (Chapter 6, p. 29 -). User-centric 

service design in mobile health care services. Available at: nbnfioulu-

201906052408.pdf 

In-class activity Discussion on readings, Peltomaa, for example: How were the service 

users included and participated in all phases of service design process 

in her study? 

Learning task one in 

class 

Lecture 3. “Explore a new digital/technological product, service or 

process for health & wellbeing” (pp presentation) 
Learning outcome: 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. 

 
Learning task two in 
class 

 Brainstorming techniques: small-group activity 

Learning outcome:At the end of this task, you are able to: 

• choose a relevant brainstorming technique to ideate the new 

product, service or product in H&W  

 

Task 

Brainstorming techniques: 

• Rapid ideation 

• Figure storming 

• Round-robin brainstorming 

• Step-ladder technique 

• Mind mapping 

• Starbursting 

Task is done individually.  

Get familiar to one technique and describe it to your team members. 

Agree in a team that you get familiar to different techniques. (40 

min) 

 
 Wrap-up activity:  

 

Each team will discuss shortly what would they like to emphasize 

from the lecture and why. 
Powerpoint  Lecture 3. “Explore a new digital/technological product, service or 

process for health & wellbeing” 

Casestudy Workshop materials 4.1, Development 1 and 2 (Project assignment) 
Books  
Articles Han et al. 2020. Service design oriented multidisciplinary 

collaborative team care service model development for 
resolving drug related problems. 

http://www.youtube.com/watch?v=TNAdanuvwtc
https://www.youtube.com/watch?v=FBD2XOKDhgc
http://www.youtube.com/watch?v=zbLxs6te5to
https://www.youtube.com/watch?v=VvdJzeO9yN8
http://jultika.oulu.fi/files/nbnfioulu-201906052408.pdf
http://jultika.oulu.fi/files/nbnfioulu-201906052408.pdf


 
 Teixeira et al. 2012. Customer experience modeling: from customer 

experience to service design. 
Websites Dam R.F., Siang, T.Y. 2021. Prototyping: Learn Eight Common Methods 

and Best Practices. Interaction Design Foundation. Available at: 
https://www.interaction-design.org/literature/article/prototyping-
learn-eight-common-methods-and-best-practices 
Talin, B. 2021. 10+ Simple Brainstorming Techniques – Best Methods 
for More Ideas. More than digital. Available at: 
https://morethandigital.info/en/6-successful-methods-brainstorming-
idea-creation   
Wilson, J. 2022. 10 effective brainstorming techniques for teams. 
WeWork. Available at:  
https://www.wework.com/ideas/worklife/effective-brainstorming-
techniques  

Audio-visual 

resources 
Design Thinking: Prototype (4.53). Available at: 
www.youtube.com/watch?v=Q4MzT2MEDHA 

 
Content 4: Materialize the new product, service or 

process (Disseminate) 

 
Learning outcome - Explain how to assess and materialize the new 

digital/technological product, service or process development for 

H&W. 

Learning tasks  
Before class 
activities 

Paschou 2016: Service Design, Visualization and Testing 

(Chapter 4, p. 20-30) (PDF) Service Design, Visualization 

and Testing (researchgate.net) 

Video: Design Thinking: Test (3.19) 

https://www.youtube.com/watch?v=UVEQCNM6X-A 

In-class activity 1 Discussion on the reading, Paschou: What all are tested in service 

testing? What challenges there might be? 

2 Discussion on Design Thinking video: What does reflection and 

learning mean in service design? 

Learning task one in 
class 

Lecture 5. “Materialize the new product, service or process” 
(pp presentation) 

Learning outcome: after the lecture student should be able to: 

- Explain how to assess and materialize the new 

digital/technological product, service or process development 

for H&W. 

 

Learning task two in 
class 

GDPR and accessibility: small-group activity 1. 

Learning outcome: At the end of this task, student should be able to: 

• explain what GDPR is and what accessibility is in service, process or 

product development. 

Task 

Get familiar to: 

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. 

Summarize your discussion and be prepared to present it to other 

teams. 

https://www.interaction-design.org/literature/article/prototyping-learn-eight-common-methods-and-best-practices
https://www.interaction-design.org/literature/article/prototyping-learn-eight-common-methods-and-best-practices
https://morethandigital.info/en/6-successful-methods-brainstorming-idea-creation
https://morethandigital.info/en/6-successful-methods-brainstorming-idea-creation
https://morethandigital.info/en/6-successful-methods-brainstorming-idea-creation
https://www.wework.com/ideas/worklife/effective-brainstorming-techniques
https://www.wework.com/ideas/worklife/effective-brainstorming-techniques
http://www.youtube.com/watch?v=Q4MzT2MEDHA
https://www.researchgate.net/publication/317748641_Service_Design_Visualization_and_Testing
https://www.researchgate.net/publication/317748641_Service_Design_Visualization_and_Testing
https://www.youtube.com/watch?v=UVEQCNM6X-A
https://gdpr-info.eu/
https://gdpr-info.eu/


Learning task three 
in class 

Accessibility: small-group activity 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 discussion and be prepared to present it to other 

teams. 

 

Learning task four in 
class 

Project assignment: Instructing project challenge seminar. 

Wrap-up activity:  

 

Individual activity: Present one most important issue from the lecture 

which needs to be taken account when materializing the new product, 

service or process. 

Powerpoint  Lecture 4. “Materialize the new product, service or process” 
Casestudy Workshop material: 4.3, Dissemination (Project challenge seminar) 
Books  
Articles Paschou 2016: Service Design, Visualization and Testing. 

Available at: (PDF) Service Design, Visualization and Testing 

(researchgate.net) 

van der Bijl-Brouwer 2017: The what, how and who of social service 

desig. Available at: (PDF) The what, how and who of social service 

design (researchgate.net) 

 

Websites Dam & Siang 2020. Stage 5 in the Design Thinking Process: Test 

Available at: Stage 5 in the Design Thinking Process: Test | 

Interaction Design Foundation (IxDF) (interaction-

design.org) 

 

GOV.UK 2017. Technology. Test your services’ performance. Available 
at: Test your service's performance - Service Manual - GOV.UK 
(www.gov.uk) 

 

Audio-visual 
resources 

Design Thinking: Test (3.19)  
https://www.youtube.com/watch?v=UVEQCNM6X-A  

 

 
Seminar: Project challenge seminar 

 
Learning outcome Student is able to: 

- Report and prepare a presentation of the designed digital/ 

technological service, product or process. 

- Present and justify the designed digital/ technological service, 

product or process. 

 

Learning tasks  

Before class 
activities 

Finalize the service design report and prepare the seminar 

presentation: 

Students can choose how do they want to present their work: 
o PowerPoint presentation  
o Video presentation  
o Picture collage 
o Combination of different presentation forms.  

The project templates describe the things that must at least be 

presented in the presentation.  

Students are uploading their presentations to the electronic platform 

(e.g. Moodle) before the presentation. 

https://www.w3.org/TR/WCAG20/
https://www.researchgate.net/publication/317748641_Service_Design_Visualization_and_Testing
https://www.researchgate.net/publication/317748641_Service_Design_Visualization_and_Testing
https://www.researchgate.net/publication/317328622_The_what_how_and_who_of_social_service_design
https://www.researchgate.net/publication/317328622_The_what_how_and_who_of_social_service_design
https://www.interaction-design.org/literature/article/stage-5-in-the-design-thinking-process-test
https://www.interaction-design.org/literature/article/stage-5-in-the-design-thinking-process-test
https://www.interaction-design.org/literature/article/stage-5-in-the-design-thinking-process-test
https://www.gov.uk/service-manual/technology/test-your-services-performance
https://www.gov.uk/service-manual/technology/test-your-services-performance
https://www.youtube.com/watch?v=UVEQCNM6X-A


In-class activity Each team will have 20 min presentation time + 10 min discussion 

time. 

 

Learning task one in 
class 

 

Powerpoint  Workshop material: 4.3, Dissemination (Project challenge seminar) 

Case study  
Books  
Articles  
Websites  
Audio-visual 
resources 

  

 

 

 


