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V.3.0.5

Business Objective and Context
Create this together with the person funding this project.

Who needs to be involved? How will we know that we've succeeded?

What is our business objective?

How far are we aiming?

What is our strategic purpose?

Social & environmental 
impact

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up

Risks, restrictions and 
things we need to take 
into account?
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V.3.0.5

Immersion
To know where you are and to build on others’ work.

Your best guess of the customers 
problems/needs?

How is the customer solving the 
problem/handling the need now?

Inspiring products, services or 
organisations that have a positive 
impact on the world?

Hottest related start-ups & 
inspiring services?

What data do we have about the topic? What does it tell us?

What new data do we need? How are we going to access it?

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up
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V.3.0.5

Customer Groups
Your best guess of who you aim to serve.

Common in all user segments:

Need (assumed) 
worth solving:

Need (assumed) 
worth solving:

Description:Need (assumed) 
worth solving:

Description:

Description:

Main group

Group name:

Main group

Group name:

Main group

Group name:

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up
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V.3.0.5

Don’t ask what the user wants, 
try to find out what she needs 

on the deeper level.

Script Creator
Preparing for the insight interviews.

Ask “Tell me about the last time you…” and draw a timeline with the customer.

A good way of doing interviews is to draw the timeline/journey with her on a piece of A3 paper, ask a lot of why questions and then seek to 
understand the emotions and values related to the events.  Fill this template in first and then write a script out of it and try it out.

How will you document the interview?

Agree on the practicalities with your team. Remember to 
always write down the things that surprised you!

Thank you

How will you reward the interviews? How will you end the 
conversation? How will you follow the time? Any ending questions:
• Is there anybody else we should talk in your organisation? 
• We are working on solving these problems, is it OK to 

interview you again?

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up

What do we need to learn about the interviewee? 

How to ask about it in the 
interview?

1. Make a guess of the phases of the customers journey related to you

2. What do we need to learn about the actions and motives related to this phase?

3. What do we need to learn about the emotions and values related to this phase?

Intro

• How to introduce yourself and the interview?
• How will the answers be handled?
• How to ask the basic info?
• How will you know the person belongs to the select 

customer group?
• What kind of warm up question would help us to 

understand the everyday life of the interviewee?

How to ask about it in the 
interview?

How to ask about it in the 
interview?

How to ask about it in the 
interview?
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V.3.0.5

Insight
Our understanding of customer motivations that will unlock a 
business opportunity.

NAME:

NAME:

NAME:

NAME:

NAME:

The user needs a way to: It’s important because: Related emotions and values:

Select the needs we want to meet to fulfil the business objective: 

Needs + other key findings: Thinks and feels: Surprised us:

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up
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V.3.0.5

Ideation Sandbox
To kickstart the first round of ideation

User need/problem Emotions and values

Purpose of the service for the user

Business Objective

Company Mission

Team Mission

Purpose of the service 
for the society?

Ideas that fill the user need, business objective and/or society purpose

Idea by Adrien Coquet from the Noun Project

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up
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V.3.0.5

Idea Accelerator
To make the most out of the selected seed idea

Behavioural gap

Accelerated idea

Seed idea

Business objective

Social purpose

Are you ready to proceed? Or should we redo this canvas 
by using the accelerated concept as a seed idea?

NO! YES!

Lamp by Artem  Kovyazin from the Noun Project

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up
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V.3.0.5

Rational Concept Sheet
Draft a concept out of your idea

Concept name?

How does it work?

Value to the end-user? Value to our business?

Social and environmental impact? Rational value proposition:

END USER:

SOLUTION:

NEED:

What differentiates it from other 
solutions to the same problem?

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up
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V.3.0.5

Concept Sheet
Adding the emotional and value level to the concept 

Negative emotions?

Fake advertisement –
The first prototype:

Create the first prototypes of your 
service by creating a fake ads. You can 
use them to test your value 
proposition. Use blank paper as 
template.  The following ad template is a 
good starting point. 

CAPTION:

HEADLINE:

COPY:

Emotional value proposition:

END USER:

SOLUTION:

EMOTIONAL NEED:

PICTURE:

How is the concept helping with the 
negative emotions?

Value gap

How is this concept helping to fill the value 
gap?

Positive emotions

How is the concept making the most out of 
the positive emotions?

What is the mental reward for 
the customer?

Combine both value propositions here: 

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up

What are the negative emotions related to 
the needs of the customer?

What is the gap between customers values and 
current actions?

What are the positive emotions related to 
the needs of the customer?
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V.3.0.5

Impact Optimizer
Enhance the good impact and minimise the bad. Ideation continues!

1. Current concept’s 
positive social 

impact

1. Current concept’s 
positive environmental 
impact

1. Current concept’s 
negative social 

impact

1. Current concept’s 
negative environmental 
impact

2. Tweak the concept 
maximise the positive 
environmental impact

2. Tweak the concept to 
maximise the positive 

societal impact

2. Ideas to reduce the 
negative environmental 
impact 

2. Ideas to reduce the 
negative  social impact 

Is our impact net positive to the world

YES!NO! Hard to say

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up
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V.3.0.5

Customer Engagement
How do we get people to become our advocates? Ideation continues!

Advocate

Continued use

Awareness

First use

Purchase

Interest

Key activities: Key resources: Key partners:

zVALUE 
PROPOSITION

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up
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V.3.0.5

Business Model & Market Size
Thinking through the high level business case.

Who pays whom? 
How much?

What is the revenue 
model?

How are customers paying 
today? How much?

Where and how do you
anchor price perception?

Total addressable 
market:

1st year sales:

Plan for 1st month sales:Potential target 
market:

Cost structure?

Key elements for EBIT?

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up
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V.3.0.5

Feasibility Study
To make sure we can make this happen

Potential issue:

Biggest implementation issues?

What is the most risky tech 
dependency? What in our organisation
is  preventing this from  happening? 
What is risky in building it?

What will this concept look like in the future? How to take advantage of it? How to keep an eye on it?

Back to the future:

Reduce project risks by simplifying the service:
How would this change affect the value proposition?How could we simplify the service to make it easier to build:

How to validate:
How can we test this and 
eliminate the risk? 

Findings & solution:

What did we learn and change?

Potential issue:

How to validate:

Findings & solution:

Potential issue:

How to validate:

Findings & solution:

Potential issue:

How to validate:

Findings: & solution

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up

Future by supalerk laipawat from the Noun Project
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V.3.0.5

Evaluating the Concept
Time for the acid test.

Should we proceed?

YES!NO!
WE HAVE TO 

ITERATE

Positive impact to the 
society?
Best ever!

Sorry to say,
but nope!

Implementation

Straight forward

Complex

C
om

petition
N

one

H
ard

Fi
ts

 o
ur

 s
tr

at
eg

y?
Pe

rf
ec

t 
fi

t

D
oe

sn
’t

 f
it

How new an idea?

Fresh and unique

Conservative

Fits our vision

Perfect fit

Doesn’t fit

Re
tu

rn
 o

n 
in

ve
st

m
en

t

Hi
gh

Lo
w

Ri
gh

t s
eg

m
en

t?

Pe
rf

ec
t f

it

Do
es

n’
t f

it

Easy to copy?

Very hard

Easy

Fits our brand prom
ise

Perfect fit

Doesn’t fit

FinancingNo problem

Too big/risky

Problem worth solving?

Insight d
riven

Process driven

Concept name:

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up
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V.3.0.5

Validation
Don’t assume, validate. Do whatever it takes to question your concept.

How might we validate our:

VALUE PROPOSITION CUSTOMER GROUP BUSINESS MODEL

RESULTS RESULTS RESULTS

CONCLUSION CONCLUSION CONCLUSION

G
O

O
D

 V
A

LU
E 

PR
O

PO
SI

TI
O

N

SOLID EVIDENCE

NEEDS MORE VALIDATION

V
A

LU
E 

PR
O

PO
SI

TI
O

N
 D

O
ES

N
’T

 W
O

R
K

Should we proceed?

YES!NO!
WE HAVE TO 

ITERATE

LA
R

G
E 

EN
O

U
G

H
 U

SE
R

 B
A

SE
 

SOLID EVIDENCE

NEEDS MORE VALIDATION

TO
O

 S
M

A
LL

 S
EG

M
EN

T

R
EA

D
Y

 T
O

 P
A

Y

SOLID EVIDENCE

NEEDS MORE VALIDATION

N
O

T 
R

EA
D

Y
 T

O
 P

A
Y

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up
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V.3.0.5

Minimum Lovable Product
Nothing but the essential.

User needs Business Requirements Minimum implementation

N
ee

ds
M

V
P 

m
us

t
fu

lf
il

S
ho

ul
d

C
ou

ld

Later
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V.3.0.5

Pitch Creator
For wrapping it all up and getting others to commit

Challenge = Opportunity Why

Validated target group and 
their needs What Validation

Next steps

How

business objective / users needs / ideation / concepting / business model / validation / wrapping it all up

Impact
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V.3.0.5

Weekly :)
The team is all you’ve got. Make sure they’re happy and motivated!

NAME WEEK 1 WEEK 2 WEEK 3 WEEK 4 HOLIDAYS
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V.3.0.5

Weekly LSC Board
Keeping up momentum through the build phase

Right now what's the most critical:
Technical issue Business issue End user issue

WEEK

Week's biggest:
Fear/Limitation

Week’s validation:
What is validated by the work we are now doing?

RETRO

USER TEST

DEMO

TIME TEAM SHARED 
PERSONAL GOALS

Last Next

N
EE

D
 T

O
 D

O
 

B
ET

TE
R

How well are we making our work visible to the relevant stakeholders?

EX
EM

PL
A

R
Y
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V.3.0.5

Agile Board
Use agile tools that best fit your project phase and team.

STORIES TO DO IN PROGRESS TESTING DONE

OUR DEFINITION OF DONE:



LE
A

N
 S

E
R

V
IC

E
 C

R
E

A
T

IO
N

Lean Service Creation Toolbox by Futurice Ltd is licensed under a
Creative Commons Attribution-ShareAlike 4.0 International License.

V.3.0.5

Experimenting
Validating your assumptions before building it.

OUR MAIN ASSUMPTIONS HOW TO EXPERIMENT SUCCESS CRITERIA KEY FINDINGS
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V.3.0.5

Retrospective
Reflect, learn, change, and share

Keep doing:

Do more/start: Do less/stop:

TO DO:

DONE: going through the results
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V.3.0.5

Retro Diamond
Track and share what your team has learned.


