Build services that bring value and solve for
real needs across every interaction.

— “You will leave
understanding the
value of service design
and armed with a
methodology to do it.”
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Great service experiences require the elegant
orchestration of all the interactive moments with your
company, whether it’s visiting a physical space, attending an
event, calling an 800 number, or receiving an SMS alert. In
this hands-on workshop, you’ll learn and practice the tools
that will help you deeply understand the world surrounding
your service, identify opportunities to improve, and create the
conditions to actualize your vision.

Cost
For open-enrollment and
corporate pricing, visit
cooper.com

Length
Two days

Ideal for
Managers and crossfunctional teams hoping to
understand and improve their
end-to-end customer
experience

Upon Completion

You’ll walk away
knowing how to:

Receive all materials from the
course as well as a certificate
to help you stand out from the
crowd in your professional
network

++ Identify opportunities for your service to grow and evolve.
++ Anticipate and plan for operating within a more holistic
service design mindset.

++ Involve and align others in the creation of your future
service vision.

++ Use and adapt multiple tools, such as user journeys,
service blueprints, ideation, prototyping, and more.
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Day One
++ Understand the implications for an
organization adopting a service mindset.

++ Help your organization gain a more holistic
understanding of your services by leveraging
design research and synthesis.

++ Research the current state of a service in
order to understand your customers’ current
experience.

++ Learn how to create journey maps to frame

Practice prototyping tools like bodystorming to test out,
humanize, and improve future service concepts.

your understanding of the service around
your customers’ activities and their emotional
response.

++ Identify and pose opportunities for improving a
service.

Day Two
++ Use ideation methods to generate multiple
potential solutions.

++ Practice storytelling to frame your service vision
around the customer experience.

++ Use prototyping techniques like bodystorming to
help evolve and refine a service concept.

++ Learn how to build a service blueprint to plan the
implementation of your service vision and
communicate it to your organization.

Get ready for the implementation of your service through
tools like service blueprinting.

++ Discover tactics to set implementation in motion
and maintain momentum.
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