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–Elial & Eero Saarinen

“Always design a thing by considering it in its next 
larger context—a chair in a room, a room in a 

house, a house in an environment, an environment 
in a city plan.” 



Jesse James Garrett

The Elements of 
User Experience
Garrett’s book now feels classic, but the 
chart still works!

Even when we start projects in the 
middle of the stack, our design instincts 
walk us back to strategy, to 
understanding the complexities and 
solving for the better questions.





The Problem
❖ An account for a family like this 

should have 5 usernames, 1 per 
person tuned just right.

❖ Dad & Mom = 2 parent users

❖ Kids = 3 child users

❖ But for about 90% of our 
accounts…

❖ Dad, Mom, 3 kids =  
1 generic user, shared by all

❖ This leads to confusion and 
accusations. Bad news!



But why!?
❖ The psychology of marginal cost, we empathized.

❖ First username = $10.49 (Not cheap!)

❖ And each extra username = $3.50

❖ With 1 username, parents saw immediate value.

❖ So why add more? We’re nickel-and-diming them!

❖ How could we remove the cost barrier so parents would add 
usernames for each person and thus get the best value?

❖ Oh, and without losing $$ for the company?



So we designed solutions
❖ We used spreadsheets to model 

adoption rates at different pricing 
levels and how that would 
impact revenue.

❖ The key: Have one price for a 
family account so parents don’t 
feel like they are being nickel-
and-dimed. 

❖ Make sure the usernames are set 
up with great defaults for parents 
and kids to simplify account set-
up and get value faster.



Design Changed the Business Model

❖ After 14 months, we now have 
> 17,000 family accounts with 
about 63,000 usernames.
❖ So this family now really 

does have 5 usernames!
❖ For the company, over 1/3 of 

our accounts now make 30% 
more revenue. That’s huge.

❖ This was a business model 
change, and it took designers 
to figure it out.



What Are We Talking About?

Raw Material: UX

Service Strategy
  User Story/Journey Mapping
  Service Blueprints
  Scenarios
  Design Studio Sessions
  Cross-channel information architecture
  Layers of Strategy
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What Are We Talking About?

Raw Material: Strat

Michael Porter’s writings
  Esp., What is Strategy
  Unique differentiating value
  Systems activity diagrams
  Customer segment classes
Business Model Canvas
Value Proposition Design
Playing To Win by Lafley & Martin
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4. What Capabilities Are Needed? 
5. What Management Systems 

Are Required? 



Strategy & Service Design Are Entwined

❖ Strategy sets up the problem.

❖ Service Design brings a way to understand a problem’s 
complexities and design real solutions.



And done. Thoughts, questions?

Service Strategy is 
Service Design
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