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• 18 years experience as a strategist and educator 
addressing challenges in complex spaces such as 
healthcare and global trade, with a focus on building 
programs and teams that apply systems thinking to 
the human-centered design process.

• Patty’s practice of design leadership leverages the 
design process to build understanding of complex 
systemic challenges and shape experiences that will 
help bring positive transformation on many scales.

• As Principal Designer, she helps to shape the creative 
strategy of the Lab’s portfolio.
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The Lab at OPM

We foster innovation through human-centered design (HCD).

We work to:
• teach HCD across the Federal Government 
• help deliver innovative solutions to address complex public-sector 

challenges
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Design Is All Around Us



Norman Door

Source: Giphy.com
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Design Is All Around Us - 2

“Everyone designs who devises courses of 
action aimed at changing existing 
situations into preferred ones.”
- Herbert Simon
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Today’s Objectives

• Share a brief overview of service design
• Three ways service design can help improve customer experience
• Give you a couple methods to try
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Growing Emphasis on the Customer 
in Government



CX Priority in the Administration

“When the American public interacts with their government, they 
should get a simple, seamless, and secure customer experience that’s 
on par with top consumer experiences.” 

“It is the policy of the United States that, in a Government of the people, 
by the people, and for the people, improving service delivery and 
customer experience should be fundamental priorities.”

- President Biden
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Reduce Administrative Burden
Executive Order 14058, 12/13/21

• “In recent years, the annual paperwork 
burden imposed by executive departments 
and agencies … on the public has been in 
excess of 9 billion hours.”

• “Agencies must work…to design 
experiences with the Federal Government 
that effectively reduce administrative 
burdens, simplify both public-facing and 
internal processes to improve 
efficiency, and empower the Federal 
workforce to solve problems.”
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PMA Emphasizes Service Design

Priority Area 2
Delivering Excellent, Equitable, and Secure 
Federal Services and Customer Experience

1. Improve the service design, digital 
products, and customer-experience 
management of Federal High-Impact 
Service Providers by reducing customer 
burden, addressing inequities, and 
streamlining processes.
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What Is Service Design?



What Do We Mean By a Service?

The help provided to a customer 
as they go through the process of
obtaining or using an offering (or 
complying with a policy).
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So What is Service Design?

The practice of optimizing the 
people, processes, and tools of a 
service to create a better 
customer experience.
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A Metaphor for Service Design: Theater

• The audience is the customer
• Front stage are the actors
• Back stage are the set engineers 

and directors
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An Example of Thoughtful Service Design

Status Quo
In the 1930s, Finnish 
infant mortality was high, 
and lower income 
mothers were not getting 
adequate prenatal care.

Change
Every expecting mother is given a 
“baby box” with supplies, and the 
box itself doubles as a safe first 
crib for babies. Registering for the 
box also connects mothers with a 
prenatal care provider.

Improved Customer 
Experience
95% of mothers opt for the 
baby box and infant mortality 
in Finland is one of the lowest 
in the world.
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3 Service Design Mindsets



1. Focus on the Customer First



Taking a Customer-Centered Approach to Innovation

19



“Service design helps organizations see their services 
from a customer perspective. It is an approach to 
designing services that balances the needs of the 
customer with the needs of the business, aiming to 
create seamless and quality service experiences.” 

- This Is Service Design Doing
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People Don’t Experience a Form

Source: NNGroup
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People Experience a Service, in Pursuit of a Goal

Source: NNGroup
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Life Experiences: Recovering from a Disaster

Project Challenge:
How might we provide a less 
frustrating and more dignified 
recovery experience for disaster 
survivors?

Source: The Lab at OPM
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Recovering from a Disaster: Journey Map

Pain Points
• Burdensome application 

process 
• Inconsistent information 
• Lack of business-specific support

Source: The Lab at OPM
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Activity: Mapping the Experience of Security 
Screening

Source: Patrick T. FALLON / AFP
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Customers?

Source: www.arconas.com
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Actions? Thoughts? Feelings?
Source: Andrea 
Starr | PNNL

Source: Joe Raedle | Getty Images Source: Chris Hassan
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Touchpoints?

Source: Charles Krupa, AP

Source: American Airlines
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Mapping the Experience?

Category Prior to Screening During Screening After Screening

Actions? Finds entrance to 
line

Thoughts? “This line looks 
long. How long 
will this take?”

Feelings? Anxious about 
missing flight

Touchpoints? Signage, 
Barricade rope, 
Employee at 
entrance to line

Customer: Solo Inexperienced Traveler
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Mapping the Experience - Examples

Category Prior to Screening During Screening After Screening

Actions? Finds entrance to 
line

Removes 
forbidden items

Verifies identity 
and flight. 

Go through 
scanning of body 
and belongings

Collect 
Belongings.

Put shoes, belt 
back on. Checks 
Departures.

Thoughts? “This line looks 
long. How long 
will this take?”

“What am I not 
allowed to take 
with me? “

“What 
documents will 
I need again?

“I hope I didn’t 
leave something in 
my pocket of my 
bag!”

“Do I have 
everything?”

“Where’s my 
gate? Is my 
flight 
boarding?”

Feelings? Anxious about 
missing flight

Anxious about 
getting in 
trouble

Impatient with 
the many steps.

Anxious about 
being held up by 
other passengers. 

Anxious about 
leaving things 
behind. 

Anxious about 
getting to the 
plane.

Touchpoints? Signage, 
Barricade rope, 
Employee at 
entrance to line

Signage.
Trash cans.

TSA Agent 
checking docs, 
gov’t issued ID

bins,  scanner belt. 
body scanner, TSA 
Agent, secondary 
bag search desk. 

Bins, signage. Bench.

Customer: Solo Inexperienced Traveler
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Mapping the Experience – Your Turn

Category Prior to Screening During Screening After Screening

Actions?

Thoughts?

Feelings?

Touchpoints?

Customer: Solo Inexperienced Traveler
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How to Start Learning About Your Customers?

Surveys
• Good for hearing from large

swaths of people.
• Less effective for uncovering

insights about underlying
motivations.

Interviews
• Good for gaining nuanced,

individual perspective​.
• More time and coordination.

Observation
• Shows what people really

do, not just what they say
they do​.

• Requires trust and care to be
able to be invited in to
watch someone.
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2. Consider the Whole Service



The Whole Service

34



The Whole Service (cont.)

Front 
Stage

Back 
Stage

Source: NNGroup
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Service Ecosystem
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Ecosystem for Renewing a Driver’s License

• Renewal reminder letter
• Appointment confirmation email

• DMV website
• Social media
• Email communications

• Call center staff
• DMV staff

• Rules for license renewal
• Accepted proof of Identification

• Appointment scheduler
• The license itself
• Database
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Ecosystem for Renewing a Driver’s License (cont.)

• Renewal reminder letter
• Appointment

confirmation email

• DMV website
• Social media
• Email communications

• Call center staff
• DMV staff

• Appointment scheduler
• The license itself
• Database

• Rules for license renewal
• Accepted proof of Identification

DMV
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What Happens When Elements Are Misaligned?

Website
Provides instructions on how 
to renew license and what 
materials to bring
Cable bill ok

Application forms
Lists required types of proof of 
identification and 
current address
Cable bill not ok
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What Happens When Elements of a Service Are 
Disconnected?

Renewal notice letter
Contains needed code

Driver database
Doesn’t provide staff 
access to customer 
communications

DMV staff
Needs code from the 
renewal letter
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Take Home Activity: Create a Service Ecosystem
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3. Align on What Good Means



What are some qualities of a good 
customer experience you’ve had?



Principles of “Good service”

• Set clear expectations for your service
• Enable customers to achieve their target outcome
• Require the minimum possible steps to complete
• Be agnostic of organizational structures
• Be consistent throughout
• Clearly explain why a decision has been made

From Good Services: How to Design Services That Work by Lou Downe
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Set Clear Expectations For Your Service

So that
At every point in a 
customer's journey, it’s 
clear what they can expect 
from your service and can 
plan accordingly
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Enable Customers to Achieve Their Target Outcome

So that
They aren’t burdened by having to 
piece together their own pathway
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Be Agnostic of Organizational Structures

So that
They have an efficient, intuitive 
experience.
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Require the Minimum Possible Steps to Complete

So that
A customer can complete the 
service as efficiently as possible, at 
a pace that enables them to make 
decisions properly

48



Be Consistent Throughout

So that
Trust can be built into a service 
that looks, feels and acts the 
same way end-to-end
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Clearly Explain Why a Decision Has Been Made

So that
Your customer understands what 
decisions have been made and
why those decisions were made 
(and have a way to dispute that 
decision if needed)
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Take Home Activity: Evaluate Your Service

• Who is your customer?
• What is their objective?

For each principle ask…
1. How well does our service deliver on this principle? (Scale of 1-5)
2. What is our service failing to do for users related to this principle?
3. What would good look like for our service related to this principle?
4. What’s stopping us from doing that today?
5. What is one thing we could do to change that?
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Recap



5 Takeaways from Today

• Service design is the practice of optimizing the people, processes, and
tools of a service to create a better customer experience.

• Focus on the customer first (and map their experience)
• Consider the whole service (not just your part)
• Align on what good means (and where you are falling short)
• Start learning from your customers!
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OPM’s Center for Leadership Development

Enhance your leadership potential

Improve internal processes

Improve HR capabilities

Streamline hiring and development

Create learning ecosystems

Take career-spanning leadership development and skill-
building courses or customize them for your agency.

Transform programs and people with project-based 
learning in human-centered design and process 
improvement.

Build a solid foundation of expertise through specialized 
courses for federal HR professionals.

Choose from a pool of qualified candidates for two-year 
federal fellowship appointments at the GS-9 level.

Discover next generation e-learning solutions with course 
design and learning management system support.

opm.gov/cld |  CLDConnect@opm.gov
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Thank you for your participation 
and service to our nation!
Webinar slides and recordings will be distributed 
within two weeks.



Appendix

• Alternative text for Slide 36 and 37: Components of the service ecosystem are Communications,
Channels, Tools, Processes and People. This example highlights these components related to
Department of Motor Vehicle’s process for obtaining a driver’s license:
o At the center of the ecosystem is the customer and their goal. Branching off are communications,

channels, tools, processes, and people.
o For the DMV example, communications might include a renewal reminder letter or appointment

confirmation email.
o Channels might include the DMV website, social media, or email.
o Tools might include an appointment scheduler, the license itself, or a database.
o Processes include rules for license renewal and proof of identification.
o People include the DMV staff and call center staff.
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