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User is the heart of service 
design. 
But “the user” is really 
thousands of users. 
How can we service their needs 
sustainably?



Design 
process and 
sustainability



Design process and sustainability

Understand

Develop

Ideate Test Implement

In our view, social & environmental aspects (learning of and developing 
based on them) should to be considered throughout the design process.



Sustainability in service design: 
UNDERSTAND 

Understand

Develop

Ideate Test Implement

Intersectional User 
Personas
Create personas that 
represent also 
marginalised

Less-Biased User 
Research
Interview diverse people

Less-Biased 
Background Data
Acknowledge and 
challenge the biases in 
the data available

PEOPLE PEOPLE PEOPLE

Examples



Sustainability in service design: 
IDEATE

Understand

Develop

Ideate Test Implement

Lightweight 
solutions
Find ways to demand 
less energy for data 
transfer...

Solutions that work 
on every device
…and that work with 
slow or unstable 
connections 

Data security
Data usage and equal 
human rights

Avoid digital 
addiction
Responsibility means 
also avoiding Dark 
Patterns

PLANETPEOPLE

Examples

PEOPLE PEOPLE



Sustainability in service design: 
TEST 

Understand

Develop

Ideate Test Implement

Use inclusive 
language and 
content
Keep content in testing 
inclusive

Representation in 
user testing
Diversity in users and 
their experiences help 
find wrong assumptions 

PEOPLE PEOPLE

Examples



PEOPLE

Sustainability in service design: 
IMPLEMENT  

Understand

Develop

Ideate Test Implement

Linear User Journey
Help user to avoid 
loading unnecessary 
pages or other content

Sustainable web 
development
Open source, resilient 
solutions that use less 
energy

Follow accessibility 
principles
Accessible to all users 
and devices, linear user 
journey

Sustainable content 
management
Keep e.g. website 
content light & minimal

PEOPLE PLANET PLANET
PEOPLE

PLANET

Examples
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