
WiL Journey Report for Digital Service Innovation (Double Diamond)
1) User research (Discover)
· Customer Experience
· Pain
· Organization Vision
· Persona overview
· Service philosophy, and service values
2) Problem definition (Define)
· Motivation
· What is the problem, its impact and the eventual risk if they do not react to this problem?
· Where the problem is appearing?
· Who has the problem / who is the client facing the problem?
· What is the current situation?
· What is the expect outcomes?
3) Proposed Solutions (Develop)
· Transformation
· Proposed Services
· Improved customer experiences
· Design Specification
· Technology design
· Touchpoint design
· Service blueprint
· Process Design: Collaborative processes, stakeholders
· Front-line staff
· Behind-the-scenes
· Customer Journey map
· Service vs space vs time
4) [bookmark: _GoBack]Prototype and Testing (Deliver)
a. Project Execution Plan
b. Unit Test
c. Integrated Test
d. Stakeholder (Customer) satisfaction
