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TODAY

15.15 - 15.45 Discussion about the reading 

15.45 - 16.15 Use case scenarios

Break

16.2020- 18.00 Storyboard your service
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WEEK 3: BUSINESS  PERSPECTIVE

What are your service’s unintended consequences?

Ethical
>The power of the digital 
workforce
The design of the autonomous car is 
outpacing policies and laws that 
regulate what actions cars can take 
on our behalf.

Knowability
> Impact on the service 
experience
When should our
algorithms be given the authority to 
act on our behalf and when should 
they be able to do so autonomously? 
What aspects of these digitally 
enabled services do people
need or want to know?
And when and how should people 
become knowledgeable about the 
‘hidden’ services performed by a 
digital workforce?

Visibility
> Making the digital workforce 
visible
The growth in these 
technology-enabled services means 
that processes that
were once visible and enacted by 
people are now ‘being executed 
electronically … in
an unseen domain that is strictly 
digital’.

Materiality
> Service entities interactions
While the algorithms that constitute 
digital services are often invisible to 
service recipients, the data they 
manipulate is produced through the 
materially constituted actions of 
people and things...
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Digitalist Academy

Storyboards

To pitch or convey a service we 
usually create a storyboard out of our 
customer journey. 

It is a more flexible and faster way of 
mapping your service/product 
experience.

These customer service stories will 
inspire your team and serve a great 
demonstration of your business case.



Digitalist Academy



Digitalist Academy



Digitalist Academy



6

WEEK 3: BUSINESS  PERSPECTIVE

Use case scenarios & Storyboards
● Use case scenarios describe individual users in individual usage

situations, and are not meant to describe the whole functionality of a
system.

● The purpose of scenarios is to show the value of a new service
proposition for specific user groups and situations.

● Concepts describe the new service (what) and the problem they
address. Use cases are examples or applications of that concept in
a specific real case scenario, that shows how the value would be
realised in practice.

● Good scenarios illustrate different types of user behaviour, and the
different outcomes that the service creates for them. How does the
service solve their JBTD?

● Storyboards is an illustration of a use case scenario explained in the
format of a story, a set of illustrated scenes that follow a narrative
(use case).
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WEEK 3: BUSINESS  PERSPECTIVE

Why storyboards
● Making intangible ideas through visualisations

● Get a holistic view on your service

● Understand on a systemic level

● Create empathy and Engagement

● Point of reference

● Memory Aid

● Communication tool
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WEEK 3: BUSINESS  PERSPECTIVE

Storyboards & Service stories
● Storyboards & Service Stories
● Beginning, middle and end (Aware, consider, use, end)
● Actors and support roles
● Objects, products and touchpoint
● Experience over time
● Emotional journey
● A snapshot

● It’s a story, not a novel
● Keep it simple
● Minimal Viable Product level
● Convey your message
● Show the value
● Think holistically
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WEEK 3: BUSINESS  PERSPECTIVE

Future scenario of My Data, script

Source https://www.my-simple.com/ 
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WEEK 3: BUSINESS  PERSPECTIVE

Storyboards

Source https://www.my-simple.com/ Illustrated by Adalgisa Santos
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WEEK 3: BUSINESS  PERSPECTIVE

Step  3.

WRITE THE 
STORY 

Step  4.

ILLUSTRATE

Step  1.

DEFINE THE 
USE CASE
15 min.

Step  2.

TURN IT INTO 
A STORY 
15 min. 30 min. 30 min.
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WEEK 3: BUSINESS  PERSPECTIVE

Step  1.
Think about the ideal use case 
scenario, where your service would 
be really valuable for the intended 
outcome.

>Choose your Actor
Define your target actor for this story. 
What’s their background, their goals, 
motivations and pains?

>Set the context 
Set the scene, where the activity is 
taking place including environment. 
These are the entry points.

>Choose key features / touchpoints
Decide what are the core service 
features or touchpoints of your service 
that you want to show in action.

Step  2.
It’s time to turn your scenarios 
into stories!

> Define your narrative
Discuss within your group what is the 
main narrative you want to illustrate

> Divide it into 6 scenes Agree on
the scene and events you will likely 
include in your story

> Keep it focused and simple

Step  3.
Write the script 

> Write scenes
Describe what happens in each 
scene. Start building your narrative 
into steps; the beginning, middle 
and end

> Touchpoints
Remember to give your touchpoints 
or features a role in each scene.

Step  4.
Illustrate your story and start
visualising the scenes using 
your actor and context

> Illustrate 
Think about what you want to 
show in that scene to match the 
narrative

> The right level of detail
Remember we don’t want to 
know the functionality but the 
value. High-level sketch is better 
than a detailed interface. 
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Icons and Illustrations
https://thenounproject.com/

https://www.drawkit.io/

https://www.freepik.com/free-vectors/illustrations

Design patterns
https://pttrns.com/

https://www.interaction-design.org/literature/article/10-great-s
ites-for-ui-design-patterns

Prototyping tools (UI design)
https://designshack.net/articles/software/prototyping-tools/

Images
https://unsplash.com/

https://pixabay.com/users/free-photos-242387/

https://www.canva.com/photos/free/

https://www.foleon.com/blog/5-sites-for-free-stock-photos

UI kits / Images
https://www.uistore.design/page/2/

https://www.google.com/search?q=UI+components&newwindow=
1&sxsrf=ALeKk01rY36qkzlOinYzCFisDZFOzTM1Wg:158964928
7686&source=lnms&tbm=isch&sa=X&ved=2ahUKEwjLo_CI8bjpA
hVlxaYKHZS2B48Q_AUoAXoECA8QAw&biw=1439&bih=718

Freebies
https://www.storyboardthat.com/

Storyboard creator

https://thenounproject.com/
https://www.drawkit.io/
https://www.freepik.com/free-vectors/illustrations
https://pttrns.com/
https://www.interaction-design.org/literature/article/10-great-sites-for-ui-design-patterns
https://www.interaction-design.org/literature/article/10-great-sites-for-ui-design-patterns
https://designshack.net/articles/software/prototyping-tools/
https://unsplash.com/
https://pixabay.com/users/free-photos-242387/
https://www.canva.com/photos/free/
https://www.foleon.com/blog/5-sites-for-free-stock-photos
https://www.uistore.design/page/2/
https://www.google.com/search?q=UI+components&newwindow=1&sxsrf=ALeKk01rY36qkzlOinYzCFisDZFOzTM1Wg:1589649287686&source=lnms&tbm=isch&sa=X&ved=2ahUKEwjLo_CI8bjpAhVlxaYKHZS2B48Q_AUoAXoECA8QAw&biw=1439&bih=718
https://www.google.com/search?q=UI+components&newwindow=1&sxsrf=ALeKk01rY36qkzlOinYzCFisDZFOzTM1Wg:1589649287686&source=lnms&tbm=isch&sa=X&ved=2ahUKEwjLo_CI8bjpAhVlxaYKHZS2B48Q_AUoAXoECA8QAw&biw=1439&bih=718
https://www.google.com/search?q=UI+components&newwindow=1&sxsrf=ALeKk01rY36qkzlOinYzCFisDZFOzTM1Wg:1589649287686&source=lnms&tbm=isch&sa=X&ved=2ahUKEwjLo_CI8bjpAhVlxaYKHZS2B48Q_AUoAXoECA8QAw&biw=1439&bih=718
https://www.google.com/search?q=UI+components&newwindow=1&sxsrf=ALeKk01rY36qkzlOinYzCFisDZFOzTM1Wg:1589649287686&source=lnms&tbm=isch&sa=X&ved=2ahUKEwjLo_CI8bjpAhVlxaYKHZS2B48Q_AUoAXoECA8QAw&biw=1439&bih=718
https://www.storyboardthat.com/



