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Snook are a research 
and design agency who 
focus on projects that 
deliver positive 
social impact
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Over a decade of helping clients design great services
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Over a decade of helping clients design great services
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How do we engage with 
users and customers to 
build better services?
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The importance of 
research, design, and 

feedback 
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What is a service?



“A service helps someone 
to do something” 
Lou Downe 
Founding Director of the School of Good Services
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Document/Project Title - View > Master to edit
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“Our customers 
frustrations are mirrored 
by those of our front-line 
teams” 
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Services get developed 
around organisational 
aims, not user needs
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“Residents might not 

know the intricacies of 

running a repairs 

service, but they’re 

experts in what it’s 

like to be on the 

receiving end of it.”
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How do we change this?
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Design Journeys through Complex Systems: Practice Tools for Systemic Design
Dr Peter Jones & Kristel Van Ael

Analysing the mess Vision Changing the mess
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Analyse
• Understanding the issues, quantifying 

the issues for users
• Understanding the what AND the why
• Pausing and taking a step back
• Framing the challenge
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Vision
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Vision
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Change

• Modelling the future to make it feel 
more real and safe

• Evaluate the efficacy of the new 
service
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Resources

• What is Service Design? (Short Video)

• Good Services (Book link)

• Design Journeys through Complex Systems: (Book link)

• How to build capacity for good services (Blog link)

• Snook Website (Housing blogs)

If you’d like to hear more, please say hello!

Tom.White@wearesnook.com

Olivia.Holbrook@wearesnook.com

https://bootcamp.uxdesign.cc/what-is-service-design-3c6ef5c4c331
https://good.services/home
https://www.amazon.co.uk/Design-Journeys-through-Complex-Systems-ebook/dp/B0B5VKNZ4F
https://good.services/blog/how-to-build-design-capability-step-by-step
https://wearesnook.com/work/
mailto:Tom.White@wearesnook.com
mailto:Olivia.Holbrook@wearesnook.com
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Interested in discussing further?
curious@wearesnook.com

Thank you
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