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Service Design and Customer Insights

We develop a 
shared definition 
of the problem to 

be addressed

Discover Develop

Define Deliver

We decide on 
solutions, and 

work to 
implement them

We seek to build 
understanding of the 

problem, and to 
develop empathy with 

users

We ideate to 
develop new and 

innovative ways to 
address our 

problem

Customer insights team Service design team



What we have been looking at

• Customer Satisfaction Scores (CSATs)

• Net Promoter Scores (NPS)

• Response times

• Waiting times / processing times

• Volumes

• Website analytics
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Quantitative measures

They only tell part of the story



Customer Journeys and personas
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Allows us to understand and empathise with our customer and to take a 
more human-centred approach when mapping out their journey.

• Not a real person, but based on analysis 

of real people’s experiences

• Helps us to understand the types of 

customers we are working with

• Allows us to empathise with realistic 

scenarios, situations and challenges



Customer Journeys and personas

Example from Nielsen 
Norman Group.

Scenarios we have used 
these for:

• International protection 
process

• Internal project 
management processes

• Passenger arrivals in the 
Border Management Unit

More info on how to create a 
journey map –

https://www.nngroup.com/art
icles/journey-mapping-101/
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https://www.nngroup.com/articles/journey-mapping-101/
https://www.nngroup.com/articles/journey-mapping-101/


Researching and developing a 
customer journey

Julie Anne Dunne



Research methods
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• Desk research.

• Engagement with 
process experts–
internal 
stakeholders.

• Assumption-based 

customer journeys.

• Secondary research.

• User experience 

engagement
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Synthesising research 
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Synthesising research 
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A closer view



Final note

It is still early days for us – it will be 
some time before we can really 
demonstrate the benefits

Mapping journeys allows you to 
understand what the user needs not 
what we think they need
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You need to involve users – many ways 
to achieve this

Staff are users too – capturing their 
experience is equally important

The research phase is so important –
don’t underestimate the time this will 
take!

Journey maps are a tool that can help you to discover the 
rich qualitative information hidden inside your data



Thanks!
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servicedesign@justice.ie


