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We provide services
for users



Us
er

Described by their actions & attitudes, 
not their attributes. 

Not a single person 
 Personas: a profile, 

representing a particular group 
of person. An archetype.



Based on research not (just) 
assumption. 
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What?
How many?
When?

Why ?



Find a free seat









Service
blueprint

Stickdorn, M., Hormess, M., Lawrence, A. & Schneider, J. 
This is service design doing : applying service design 
thinking in the real world : a practitioner’s handbook. 
O’Reily Media, 2018.

Service journey & 
emotional journey



This approach and process „needs a 
cultural and organizational 
transformation […] It requires the 
alignment of the whole organizational 
system, including organizational 
structures, processes, practices, 
routines, and values.”
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Problem 
User need help uploading 
their theses to the repository.

Despite the fact we provide:
• FAQs and guides on our 

website in pdf and video 
format

• Uploading form is easy to 
understand and works 
properly.



Research 

Qualitative method:
Participant observation



Findings 
Users not really use the 
guide, they search the 
information they need at 
each stage of the process.

Throughout the journey we 
indentified the pain points. 



How might we… 
…help students to upload 
their document without 
assistance? 

Identify main stages of the 
process and information to be 
provided
• Website
• Uploading form
• Repository collection



Thank you for your attention
lpetro@lib.unideb.hu
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