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Abstract  

This master thesis is covering a project that focuses on developing both 

babysitting services and dog walking services and facilitating them through a 

mobile application. Only the user interface for the service of babysitting was 

created because the dog walking service was considered to be less of a complex 

service, and not add to more to the insights in this project. The project was 

started due to observations that the babysitting service is highly used in 

America, but it does not operate in a structured fashion. Many parents are new 

to babysitting which creates uncertainty when ordering and scheduling 

babysitter. Babysitter, on the other hand, are usually younger and 

inexperienced. 

    The user interface is created with a service design approach. Developing 

the service though by creating stakeholder maps, customer journeys, and, 

service blueprints. Creating the user interface with the service blueprint as a 

reference. By taking this approach business insight where created and the 

babysitting service could be created as a hollow organization. An organization 

that combines more than one service to create greater value for the end user. 
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Sammanfattning  

Den här examens rapporten innehåller arbetet att fram ta en barnvakts service 

och en service för att hjälpa hundägare att rasta hunden när de är frånvarande. 

Ett grönsint har designat för att tillgodo se användaren med servicen. Hund 

servicens användargränssnitt har dock inte designats på grund av att servicen 

ansågs mindre komplex och inte bedrog till insikterna i projektet. Projektet 

startade på grund av en observation baserad på barnvakts tjänster använd i 

Amerika. Observationen visade att många föreldar använder sig utav 

barnvakter men kommunikationen mellan föräldrar och barnvakter varierade 

mycket. Variationen skapar svårigheter i servicen. Mång föräldrar som aldrig 

använt sig av barnvakts tjänster har svårt att bedöma vad som kan begäras och 

hur mycket de ska betala. Barnvakter som oftast är unga människor är de som 

lider av situation. Unga och oerfarna som är drar sig för att säga till när allt inte 

stämmer överens. 

 Användargränssnittet är skapat med en servicedesign approach. Arbeta fram 

en service genom att ska stakeholder maps, customer journeys och service 

blueprints. Användargränssnittet skapades genom att använda service 

blueprinten som en referens till vilka funktioner som ska finnas med. Genom 

att ta använda sig av servicedesign för att ta fram gränssnittet har insikter skapat 

ur en organisatorisk synpunkt. Insikter som lede till skapandet av en ”hollow” 

organisation. En organisation som combinera fler typer av service för att skapa 

mervärde till slutanvändaren.  
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1  Introduction  

This chapter creates a brief understanding of the background and scope of this 

project. The sub chapter Poppins is important to notice because it brings up 

knowledge that makes the rest of the report easier to understand. The research 

questions are also presented in the introduction chapter. 

 

1.1  BACKGROUND 

A part-time job as a babysitter is a commonly occurring service in America. 

The service is usually run by teenage girls and young adults with a direct 

connection to the parents. That means that there is no regulation in the service 

and it is up to the babysitter to push for their right for fair treatment. The 

parent, on the other hand, can neglect the service. This includes: Forget to 

pay for the service, cancel and book the last minute, just to name a few 

problems with the unregulated service. These unfair situations occur, although 

the service is built on mutual trust between the babysitter, child and the parent. 

    In general, both the services of babysitting and dog walking have not caught 

up with technology and business in the modern age of 2019. Some platforms 

help babysitters and parents, dog walkers, and dog owners connect. It is a 

digital meeting platform for each service. Business communication, on the 

other hand, is still outdated. It is mostly done with text messages and verbal 

communication, which can lead to miss understandings, information slips, and 

repetitive work. 

 

1.2 POPPINS 

This project has a complex path with many stakeholders and different 

viewpoints and approaches. This subchapter is to clarification and present a 

small summary of the report to make it easier to follow along. At the beginning 

of this project, both babysitting and dog walking services are examined and 
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developed. As the project continues the service of dog walking is dropped and 

a hollow organization called Poppin is created to satisfy the needs of the 

babysitting services. The reason why dog walking was dropped can be read in 

chapter 5.5.   

 

1.3 MOTIVATION 

Help society and families with childcare after school. Help parents efficiently 

plan their time while establishing a good relationship with babysitter. Time is 

limited, and parents never have enough of it. Streamlining and simplifying the 

service will allow for easier uses of babysitters, ultimately leading to more 

frequent use. The money is there and the demand for babysitters is abundant. 

My motive is to create an easier delivery of the supply for this demand in 

addition to the maintaining of these relationships and services. Create a 

business that is sustainable and up to date with futuristic states and can give the 

users and ecosystem the value that they desire. Create a service that has 

transformational innovation to change the society and stakeholders it involves 

for the better. Understand how a service can change the relationship between 

two stakeholders. 

 

1.4  STAKEHOLDERS 

An important part of this study is to develop an extensive stakeholder map, 

which shows the interacting and dependencies among the stakeholders 

involved. The product – service system should be designed for them to make 

their work, life, and communication easier. It is the communication between 

them that is the core of this project. The exploration and discovery of 

secondary stakeholders will be done in the first part of the project during the 

research phase. 

 

1.5  OBJECTIVE AND AIMS 

The objectives and aims of this project are to evaluate the existing services of 
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both babysitting and dog walking. This includes understanding how they 

function today, the stakeholders involved and understanding the needs of key 

stakeholders. Besides focusing on the present state of services, addressing 

futuristic visions of how both babysitting and dog walking services should be 

improved over time are equally important. The aim is to create a business 

environment that helps all present parties act more efficient, avoid 

misunderstandings, and create a fair and equal environment. In addition to this 

foundation, there is the aim to provide additional quality to the end users of 

efficiency, conciseness, and clarity. Right now, in the current market, there 

are unspoken rules or practices. This project will make those rules more 

mutually understood. The objective to create such an environment through 

service. The service will mainly communicate with customers through a 

mobile application. An application that will use emotional design to affect the 

users for a better cause. That leads to the research questions, and design 

motivation to be addressed: 

What forms of collaboration can be used to create a babysitting service? 

What interface can facility babysitting services? 

 

1.6  PROJECT SCOPE  

The project was limited to a period of 17 weeks, which means that the focus 

on this project will mostly be on the service that is provided today, and the 

interface that can help to provide it in the future. The interface will try to 

trigger the affective system in human through emotional design to enhance 

the experience. This is not limited to only the experience, but also focus the 

user attention to what is important and needs their attention. With that said 

there will be less focus on the actual profitability of the product. It will be 

taken to account, but a business model will not be developed. The software 

engineering part, in other words the backend and the actual programing of the 

interface will not be done. It will also be considered how it can function in 

both the future and today. To sum it up: the end result will be a concept of 
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an interface and presented as an advanced prototype. 
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2 Context and Scope 

Babysitting services have been present and growing in the American society 

since the 1930s. as women have been entering the labor market more and 

more instead of being stay at home mothers, there is an even greater need for 

the service of babysitting. The service itself has changed the way of conduction 

business as well. The same applies to dog walking services.   

 

2.1  SERVICE DESIGN  

Service design is a broad and diverse subject that can be related to this project 

in many ways. This chapter will explain in general the theory about Service 

Design, the process about it, and how it is related Industrial Design 

Engineering.  

 

2.1.1 This is service design! 

An interdisciplinary approach that combines different tools and methods from 

various disciplines is a description of service design according to Stickdorn and 

Schneider (2011). These two researchers describe that service design is an 

evolving approach with no common definition and without an articulated 

language for service design. Stickdor, Lawrence, Hormess, and Schnider 

(2018) created a vote for the definition of service design. 150 service designers 

were asked to vote for their favorite definition. A few of the most popular 

definitions of service design are: 

“Service design help to innovate (create new) or improve (existing) services to 

make them more useful, usable, desirable for clients and effective for 

organizations. It is a new holistic, multidisciplinary, integrative field” defined 

by Moritz (2009). 

 

“Service design is the application of established design process and skills to the 
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development of services. It is a creative and practical way to improve existing 

services and innovate new ones.” by (live|work, 2010). 

 

“Service design is all about making the service you deliver useful, usable, 

efficient, effective and desirable.” by (UK Design Council, 2010). 

 

Stickdorn et al. (2018) describe that service design has many different views. 

One viewpoint is by having the mindset of service design, which is a co-

creating, hands-on mindset with a balance between technological opportunity, 

human needs, and business relevance.  Another is the process view which is 

an integration of research and development. Service design viewed as a toolset, 

templates, and designs such as customer journeys and sticky notes on the wall. 

A combination of tools that represent service design for many people. 

Stickdorn et al. (2018) state that without the mindset, process and the common 

language, the toolset loses its impact and does not make sense. This common 

language or cross-disciplinary language is the most important role according 

to Stickdorn et al. (2018). It helps co-creation and connecting people from 

different fields of study.  Bringing them together with a meaningful and useful 

tool that still is simple. The last view of service design is as a management 

approach when it is sustainably amended in the organization (Stickdorn, 

Lawrence, Hormess, & Schneider, 2018). 

 Lastly, there are a few principals to service design that have changed over 

the years according to Stickdorn & Schneider (2011) and Stickdron et al. 

(2018). The principals have evolved from five to six and are shown in figure 

1. 
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Figure 1 Service Design Principles  (Stickdorn, Lawrence, Hormess, & Schneider, 2018) 

 

2.1.2 Processes and methods in service design 

The core activities in a service design process, according to Stickdorn et al. 

(2018) are research, ideation prototyping, and implementation described in 

figure 2. Each phase with its own diverge and converge thinking. Stickdorn 

& Schneider (2011) on the other hand describes the process as explore, 

followed by create, then reflect and finished with implement. According to 

Stickdorn et al. (2018), the process may have many different names but, in the 

end, what is important is the iterative, converging, diverging and reflective 

stages in the process. It is important to understand that the service design 

process is not linear. The methods will always be iterated to give the ability to 

adapt to what has been learned along the way (Stickdorn, Lawrence, Hormess, 

& Schneider, 2018). Figure 2 describes how this would work practically work 
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in a project.   

 
Figure 2 Service Design Sprints interoperated and described by Stickdorn et al. (2018) 

The reflective stage is very important according to Stickdorn et al. (2018). It 

is important to look beyond the individual results from tools and methods to 

construct a greater understanding of the project. For example, how are the 

factors connected and how will they play together in the service?   

    The services that are discussed in this project are lining up the service design 

perspective. By approaching the project with a service design perspective, the 

services can be understood and later connected and combined with other 

services. Not only connect the services but help them improve to create a 

positive user experience. 

 

2.1.3  The relationship between service design and Industrial Design Engineering 

To be able to relate Industrial Design Engineering (IDE) to service design, a 

description of IDE needs to be established. Christaans & Dorst (1992) describe 

IDE as a subdomain of design engineering. A domain that often consists of the 

whole product development process, from design briefs and ideas to advanced 

detailed technical drawing. Christaans & Dorst (1992) further explain the 

subdomain IDE as a field containing ergonomics, aesthetics, technology 

integration, and business consideration. Boks & Diehl (2006) further develop 
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the discipline of IDE by describing it as transdisciplinary teaching and not 

multidisciplinary teaching. This creates a holistic view of the subject in IDE, 

which makes it a whole and broad discipline rather than a combination of 

disciplines. Boks & Diehl (2006) also add to the variation of discipline in IDE 

with market consideration and sustainability. 

    With this description of IDE, it is possible to examine the relationship 

between IDE and service design. Stickdorn and Schneider (2011) describe 

service design as across disciplinary toolset and method that helps create a 

service. Approaching the development with a multidisciplinary and integrative 

field to develop a greater service (Moritz, 2009).  Live|work (2010) also argues 

that service design is a service creation of services by applying established 

design processes. By comparing this to the IDE definition similarities between 

the subjects can be highlighted. The first thing that should be noticed is that 

service design is a smaller subject then IDE. It many focused on creating a 

service meanwhile IDE is covering both the development of products and 

services. What is in particular different with service design is that is more 

business oriented then IDE. IDE does need to consider the business 

environment, but it is not as central in the development as it is in service 

design. 

 

2.2  PAST STATE 

Babysitting started to become more popular in America after world war two 

(the 1950’s) because families in the suburbs could afford a babysitter to cover 

for them while the parents worked (Hur, 2019). The reason being it started 

after the second world war is because the families that could afford a babysitter 

often already had a fulltime maid or nanny accordingly to Hur (2019).  Hur 

(2019) further describes that the demand for babysitting was there after world 

war two and there where many teenagers seeking for employment in the 

suburbs. Dog walking, on the other hand, started in the city instead of the 

suburbs. Jim Buck is considered the first professional dog walker and was 
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working on the upper east side of New York City accordingly to Fox (2013). 

Jim Buck started dog walking in the 1960s and was walking the dogs of 

wealthy and successful people in New York (Fox, 2013).   

 

2.3  CURRENT STATE 

When it comes to dog walking and babysitting, the current situation has not 

evolved too much over the years. Sure, there has been some modernization 

such as text messages, Facebook, and platforms that can help to find a 

babysitter. Even the payment method has evolved in some case from cash and 

checks to a more digital way of paying. In general, the services have stayed the 

same. Although, with digital platforms parents and dog owners could reach a 

greater pool of babysitter and dogwalker. It is no longer the next-door 

neighbors that watch your children while you are gone. It can be someone 

further away and less directly connected. This gives the parents/dog owners 

the option to choose and the babysitter/dog walkers less leverage in the 

industry, as there is a greater supply and they are now replaceable.   

 

2.4  FUTURE STATE 

To foresee the future is hard but speculating in what is going to happen can 

be easier with the help of current day trends, analyzation, and some creative 

thinking. When it comes to babysitting and dog walking there is an alarming 

trend of automatization today. The services themselves may not be removed 

because of this but the service person might be. What will be explained here 

is that the automation might not replace the need of a babysitter or dog walker. 

The services will still exist, but they will be operated by something more 

automated. This makes the scheduling part, developed in this project still 

relevant. That means in a futuristic state the service developed in this project 

still adds value to the parents and the dog walkers. Although, it most takes into 

consideration the likeliness of replacing the babysitters and dog walkers with 

robots. How will it affect the service, the value to society and the ecosystem?  
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What would happen to the teenagers and young adults that dose babysitting 

right now? Are they worth replacing or will it make more harm doing so by 

removing low qualification jobs? 

    There is also a discussion of what would happen to the profession of 

babysitting if/as workdays become shorter. Will there still be a need for a 

babysitter or will the profession become obsolete? It is important to find the 

reason for the babysitting first. The reason is usually that the parents want to 

go on a child-free activate and need someone to watch the children. This does 

not change if the parents start working fewer hours a day. They would 

probably still want or need to go on a child-free activity. In a scenario of a 

shorter working day might aid the business of babysitting. If parents work less, 

they might have more energy for activates during the evening. Which indirect 

can mean an increase in the use of babysitters? 

  

2.5  BENCHMARKING 

The business of babysitting and dog walking is already a big industry with a 

solution that covers both services. Many platforms on the internet try to 

distribute services in general. Everything from babysitting, carpentry to food 

delivery and transportation. 

 

2.5.1 Reservation and service platforms  

There are many internet platforms today that connect customers and services. 

Examples of them are UberEats (2019), OpenTable (2019) and Lyft (2019). 

The services they offer are very different from each other as well as different 

from babysitting and dog walking. Even though the differences they have 

many things in common. That is why it is interesting to study the different 

platforms. OpenTable (2019) for instance is a table reservation platform that 

allows customers to reserve a table at a restaurant. The platform show 

availability but also protect the customer and the user. If the customer does 

not show up to their reservation or do a last-minute cancelation the restaurant 
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has the option to fin the customer. UberEats (2019) on the other hand is a 

food delivering service that brings the restaurant food right to your doorstep. 

The service lets the customer pick the food based on the location of the 

restaurant and drop off location. The customer is also able to modify the meals 

as they please to some extent. When an order is placated the costumer plans 

the delivery time and pays for the meal. Lyft (2019)  is a similar platform but 

instead of delivering food they offer transportation. As a customer, there are 

the options of ether schedule a pickup or be picked up as soon as possible. The 

customer pays in advanced but if there are any problems or no shows there 

will be cancelation fees depending on the situation. 

 

2.5.2 Babysitting benchmarking 

The platforms offer a broad network of caregivers across the United States. 

The platforms have different approaches to the services they offer. Care.com 

(2019) a platform that offers a network to caregivers such as babysitters but 

also, housekeepers, dog walkers, totters and senior care. The platform 

advertises the caregivers based on location to the parent, rating, background 

check, certification like Cardiopulmonary Resuscitation (CPR), caregiving 

education and similar. The advertainment is through a list with name, picture 

salary and different qualifications where the parent is scrolling through. Within 

minutes of signing up as parent emails of caregiver’s job applications will arrive. 

The main objective is to connect caregivers and parents. It is then up to the 

caregiver and the parent to decide how to communicate and conduct the 

business.  

    Urbansitters.com (2019) has many similarities to Care.com (2019). It is a 

platform that focuses on connecting both the babysitter and the parent and it 

is only for babysitting. The platform differs from Care.com (2019) because it 

is more oriented on the availability and response of the babysitter. On 

Urbansitters.com (2019) the babysitters are rated according to their response 

time on a message. The babysitters are also connected with the parents 
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depending on their previous costumes. The use of babysitters is facilitated by 

parents of children going to the same school. 

 

2.5.3 Dog walking benchmarking 

The digitalization of babysitting services has already stared in the sense of 

networking platforms such as Care.com (2019), Urbansitters.com (2019). The 

market today has a few dog walking platforms that are specific only to dog 

walking. For example, Rover (2019) and Wag! (2019). There are also other 

platforms that offer dog walking services, but it is not their primary business. 

Platforms such as Thumbtack.com (2019) and Care.com (2019). The common 

factor for each of these platforms is that they match the dog walkers and the 

dog owners based on the geographical distance between them. The dog size, 

age, and duration of the walk are all combined in the search and the pricing 

of the service. However, Thumbtack.com focuses mostly on established 

professions rather than advertising privet persons as dog walkers. The services 

that only focuses on pet care have more developed communication between 

the dog owners and the dog walkers.  

    Wag! (2019) is solely a dog walking service that focuses on the dog and 

recall of the service to the dog owners. Each walk with the dog walker is 

geographically traced and send to the owner. A status report is also sent to the 

owner that summarizes that walk together with a rating. Wag! (2019) also, 

offer a solution to give the dog walkers access to the house without a key. To 

gather with an insurance policy for the dog owner’s home. Rover.com (2019) 

on the other hand has an expanded version of the dog walking services. They 

offer more than the ordinary dog walking services, currently with a drop-in 

visit, house sitting, dog boarding, and doggy daycare. Rover.com (2019) and 

Wag! (2019) are only connecting the owners and the walkers. They do not 

employ the walkers themselves. The walker is private entities advertising 

themselves on the platforms.  
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3 Theoretical framework 

Service design is a multidisciplinary subject according to Stickdon and 

Schneider (2011). In this chapter, some of the many connections between 

businesses and industrial design will be presented. Figure 3 illustrates the 

subject brought up in this report and how they all are represented in service 

design. This chapter will also contain the subject of an hollow organization. 

 
Figure 3 Service Design divided into six subjects. 

 

3.1 INNOVATIVE VALUE  

 
Figure 4 the theory subject of value 

There are different meanings of value according to Ouden (2012). It is 
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preserved differently depending on the context. When the context is 

innovation the meaning of value can be placed in four overlapping levels, value 

for users, value for organizations, value for ecosystem and value for society. 

Each of the under-level values are included in the upper-level values as shown 

in figure 5 (Ouden, 2012).  

 
Figure 5 Levels of Value remade from the illustration of Ouden (2012). 

 

3.1.1 Values for The User  

Who is the user and what does the user want? The user is the one that is the 

client. The one that will use the system is not necessary the one buying the 

system. That is true for many cases according to Ouden (2012). The person 

buying the product can buy it as a gift or it could be an individual that is part 

of a family. It could also be a doctor or an insurance company making the 

decision on the user’s behalf. Ouden (2012) also underlines the importins of 

deeply understanding the values of the user especially if the aim is to change 

the behavioral of the user. If the values are not taken to account, the users 

might stop using the product. In return the innovation of the product will be 

lost (Ouden, 2012). 

 If a lager user group is needed to create impact on the societal level, then it 

is important to understand the difference between the individual user values 

and the user group values. It can be personal- and cultural- differences which 

can influence the usage of the product (Ouden, 2012). To achieve the impact 
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on societal level some user may need to sacrifice comfort. Although, to achieve 

change the best solution is to satisfy the users without any sacrifices. Giving 

users a pleasurable experience can help them look differently on themselves 

and change their action. A change that comes from a transformational 

innovation (Ouden, 2012).    

 

3.1.2 Values for The Organizations 

The organizational value is focusing on an organization profit or non-profit 

that are required to design, produce and market new innovative product and 

services. The organizations goal is to add value to its customers, create value 

for its employees and creating a sustainable value for itself. Ouden (2012) 

describes that an organization can create value though different strategies. One 

strategy defined by Porter (1980) is lowest cost, differentiation and focus.  

 The understanding of the needs of the end user is very important for value 

creation in an organization. Ouden (2012) explains how it is not only for 

beating other competitors but to identify real value. By studying the end users, 

the organization can discover and meet need that the user is unaware of. An 

organization also have the ability to create a strong emotional bond towards 

the customer which can be used for transformational innovation and change 

the behavioral of the user. The visual branding can also represent the 

companies cure values. The organization can create recognition that refers to 

the core values of the company. 

 

3.1.3 Values for The Ecosystem 

The ecosystem itself is the bigger system that the organization is a part of 

according to Ouden (2012). Ouden (2012) continues by stating that most 

successful innovation require multiple organizations and user groups. Today’s 

innovation consist of more than one product. It is a combination of different 

product and services that is creating the innovation. It is the system that 

contains all the varieties of services and products that is called the ecosystem. 
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Ouden (2012) also explains the high uncertainty with transformation 

innovation. This have led to an iterative process to address the uncertainty. It 

also means that the value proposal will have an evolving ecosystem with 

organization leaving or contributing in later stages. A common stakeholder in 

the ecosystem is society. Ouden (2012) give an example of a neighborhoods 

part in a street light system as a stakeholder from society.  

  

3.1.4 Values for The Society  

The value model’s, represented in figure 5, highest level is society. Each of the 

lower levels of value are a part of society. The innovative impact on society is 

underestimate according to Ouden (2012). The innovation has a cost, but it 

not always well represented in an integrated model. Lester Brown (2008) 

describes an example of this with the gasoline prices in the US 2007. The price 

was approximately $3 a gallon at that time but the real cost would be $15 a 

gallon. Browns (2008) report was based on The International Center for 

Technology Assessment (CTA) (1998) report. The estimated price is a 

representing of the actual cost of the gasoline. The cost of climate change, oil 

industry tax breaks, oil supply protection, oil industry subsidies and treatment 

for rotatory illnesses related from auto exhausts. Ouden (2012) debates that in 

the end society are the once paying for it, ether as living in a polluted world 

or paying the cost of cleaning up though taxes. This is why Ouden (2012) 

underlines the importance of including potential harmful effects in an 

integrated view. This is to aid creativity to reduce the harmful effects and add 

value to society. By understanding the problems in society gives the 

originations a good bios for transformation innovation.   
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3.2  BEHAVIORAL CHANGE THROUGH DESIGN   

 
Figure 6 Theory subject of behavioral change though design, a part of service design  

To force a behavioral change though an artifact is imposable according to 

Pettersn & Boks (2008). The behavior is not control by the artifact completely, 

but the designer can use behavioral staring to provoke behavioral change. 

Verbeek (2006 ) defines behavioral staring into three categories: 

• Persuasion, changing the behavior by giving feedback to the user. 

• Seduction, creating desirable pathway to provoke behavioral change. 

• Force, the user’s ability to choose different options are removed. 

 Persuasion is further categorized into passive, structured, and active 

persuasion by Berdichevskuy and Neuenschwander (1999). Passive persuasion 

can be seen in marketing, used in posters and audio. The main characteristic 

of passive persuasion is that it does not change the interaction pattern of the 

target group. Structured persuasion on the other hand is the complete 

opposite. It is not driven by media, but it is present such as a carpool lane and 

similar. Active persuasion on the other hand is actively working with changing 

the behavior of people (Berdichevsky & Neuenschwander, 1999). 

 When it comes to behavioral change though design in this project the three 

behavioral staring categories can be applied in different situation all though out 

the user interface and the service. The importance is to understand what to 

change and what to leave untouched. 
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3.3 CUSTOMER JOURNEYS AND COMPLEXITY THEORY 

 
Figure 7 Theory subject of Customer Journey and Complexity, a part of service design 

Varnali (2018) describes that the difference between service blueprints and 

customer journeys it is the perspective that the map is focusing on. The service 

blueprint is viewing the service process from an organizational view. Such as 

describing the role of the service, employees, customers, and management. A 

customer journey, on the other hand, has the perspective of the consumer in 

the service process. It involves the customer's emotional response, state of 

mind, expectations, and actions within the service (Varnali, 2018).  The 

costumer's experience is reflected in the customer journey according to Varnali 

(2018). A journey with direct and indirect contact with the organization. 

These contact points are called touch points and represent the cognitive-, 

emotional-, sensory- and spatula- responses of the customer (Varnali, 2018). 

      Touchpoints as a concept are elements that bring up the service 

experience. The direct contact point is when costumers have a physical 

interaction with the touchpoint (Varnali, 2018). Indirect contact, on the other 

hand, is when the value of the touch point is presented through word-of-

mouth, advertising, news, and similar sources (Meyer & Schwager, 2007). 

With the touch points, the customer journey can be seen as a network of co-

creative interactions. In other words, a co-creative service system. Concerning 

this project, the customer journey shows the means to understand the 

stakeholders that are involved in the system. Understand how the journey is 

today and how it can be in the future to create an understanding of the user 

experience.    
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3.3.1 Complexity theory, systems and costumer journeys 

Reality is a complex system from the perspective of complicity theory. A 

system with many elements of interaction (Simon, 1996). The idea in 

complexity theory is that realities interaction influences the probability of 

future events. The interactions of reality are in the forms of emergent, 

dynamic, and self-organizable systems (Urry, 2005). Self-organizing systems 

where the elements within a system together create a higher-level structure 

(Pam, 2013). Andersson (1999) describes the interaction between a 

component in a complex system as a non-linear path. The non-linearity is 

because the systems change inputs to output through a web of feedback loops. 

Varnali (2018) states that change makes the service requirements never fully 

defined. The system will come up with new requirements and it goes through 

an unexpected self-organization process.    

    From a self-organizing point of view, the organization mindset changes 

from a predetermined to a co-constructing ecosystem (Kernick, 2006). In the 

co-construction of service experience, the costumer’s emotional information 

plays an important role. The emotion is display during active service 

encounters (Tumbat, 2011). An organization with few recourses’ benefits from 

the co-creation. 

 

3.3.2 Relataship between costumer journey and complexity systems 

Varnali (2018) dived complex systems four subjects, autopoietic, path-

dependent, non-linear, and nested hierarchies. The autopoietic system refers 

to a living system. In the case of customer journeys, the autopoietic system 

focuses on what action in a touchpoint affects other touchpoints on the same 

journey (Varnali, 2018).  The non-linearity in complex systems is referred to 

as their response to change. In a usual change, they would reconfirm 

themselves close to the original state. In the case of a transformation, the size 

of the trigger has a small relation to the actual change. Which is automatically 
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reflected in customer journeys. The developing customer experiences in the 

journey are sensitive to the surrounding environment. Small inflation can have 

big reactions (Varnali, 2018).   

    The customer journey is path-dependent. This is established because the 

touch points are in a timely order. Both the direct and indirect touch points 

influence the non-linear path of customer experience (Varnali, 2018). To 

understand the current and future customer experience Verhoef et al. (2009) 

underlines the importance of knowing the past. The customer journeys also 

conations nested hierarchies with other complex systems. The touch points 

connect the systems and reveal a deeper level of touch points within itself 

(Varnali, 2018).  

 

3.4 STAKEHOLDER THEORY  

 
Figure 8 Theory subject of Stakeholder Network, a part of service design 

Individuals or groups that are affected by an organization’s operations should 

have a relationship with the organization itself. It is all the combined 

relationships that categorize an organization in stakeholder theory (Freeman, 

2010). The efficacy and impact of an organization are influenced by the 

multiple stakeholders with a relationship to the organization. These 

stakeholders not only provide the resources, but they also benefit from the 

organization (Dentoni & Preston, 1995). If a stakeholder disappears or 

discontinues the relationship between them and the organization the future of 

the business is threatened. This is because the core value in stakeholder theory 

is the collective effort (Freudenreich, Lüdeke-Freund, & Schaltegger, 2019). 
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Freudenrich et al. (2019) further explain that this viewpoint of stakeholders 

adds to the discussion about the relationship value in an organization. The 

importance of an organization to have functioning value creation networks 

with both internal and external stakeholders. 

    Each organization has its purposes which give each stakeholder the ability 

to enter a relationship with them, or not enter if they don’t seem to gain value 

from it (Freeman, 2010). A relationship between stakeholders is created when 

the value gain is higher than a simple exchange process. The value creation is 

also important to establish a relation between stakeholders and the 

organization. It is the joint value creation that should determent if the relation 

should be created between an organization and a value-creating stakeholder 

(Freudenreich, Lüdeke-Freund, & Schaltegger, 2019). Concerning this 

project, this type of stakeholder could be an organization that creates value to 

the end user men while helping the project grow. 

 

3.4.1 Stakeholder value creation  

From the perspective of stakeholder theory, the relationship between an 

organization and its stakeholder need to be deeper than shallow transition-

oriented encounters (Freeman, 2010). It is not only the joint purpose with the 

stakeholders that creates value. Value is also created by the stakeholders that 

actively contribute (Dentoni & Preston, 1995). The created value should be 

different depending on the stakeholder. What is important is that both 

stakeholders mutually beneficial from the created value. If the value is not 

mutually beneficial the organization will lose resources, its business partners 

and its legitimacy (Freudenreich, Lüdeke-Freund, & Schaltegger, 2019). 

    Freudenreich et al. (2019) reveal in a study that individual stakeholder 

groups are rarely discussed in the literature. Which have led to that value is 

created through one conceptual viewpoint. The business models that are 

applied don’t focus on mutual values. There are stakeholders preserved as 

givers for example suppliers. Then there are the takers, for example, the 
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costumes. This mindset ignores the thought of mutual value contribution. It 

does not give room for interpretation of a value transaction that both receives 

and contribute at the same time (Freudenreich, Lüdeke-Freund, & 

Schaltegger, 2019). 

 

3.5 PROTOTYPING 

 
Figure 9 Theory subject of Prototype in Research, a part of service design 

Prototyping is an early production of work that can be tested and 

experimented with. This is to test the future application of the system. By 

prototype users and creators can communicate and discuss the product. It also 

helps communication in the group of creators (Lichter, Schneider-

Hufschmidt, & Zullighoven, 1994). Prototyping in software-oriented systems 

can be classified into two categories, Exploratory, Evolutionary. With 

exploratory prototyping, the aim is to understand the unclear. Testing a 

broader variety of ideas to avoid restriction to one certain solution. The idea 

is that the creator creates an understanding of the user's work and the problems 

they face (Lichter, Schneider-Hufschmidt, & Zullighoven, 1994). 

    Evolutionary prototyping, on the other hand, is more focusing on adopting 

a product into rapidly changing organizational constraints. It is more of a 

process that keeps follows product development (Lichter, Schneider-

Hufschmidt, & Zullighoven, 1994). The evolutionary prototype process 

eventually leads to a pilot system. A pilot system is accordingly to Lichter et 

al. (1994) a system that is working but still not the finished program. 
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3.6 USER EXPERIENCE  

 
Figure 10 Theory subject of User Experience, a part of service design 

To start the subject of user experience (UX) Hassenzahl and Tractinsky (2006) 

describe a perspective of UX. A perspective that shifts the focus from 

functionality and takes the emotions to account. Designing to focus on the 

positive aspects.  Hassenzahl and Tractinsky (2006) also propose a future 

change from the perspective of human-computer interaction (HCI).  They 

explain that the focus in HCI should shift from pain relief. What pain relief is 

referring to is focused on to “cure” the cessation of the problem. Instead, 

Hassenzahl and Tractinsky (2006) propose fucose to design for pleasure and 

quality of life. 

      UX can be divided into three perspectives that together contribute to the 

meaning of UX. According to Hassenzahl and Tractinsky (2006) these three 

perspectives which are Beyond the Instrumental, Emotion and Affect, and The 

Experimental cannot fully cover UX. UX is more than the three perspectives 

according to Hassenzahl and Tractinsky (2006). They state that UX is used as 

a subjective, situated, complex, and dynamic encounter. With UX the internal 

state of the user is supposed to be understood, the design systems 

characteristics. Characteristics such as usability, complexity, functionality, and 

purpose. It is also covering the understanding of the context and the 

environment where the interaction is present. For example, an organizational 

or a social setting (Hassenzahl & Tractinsky, 2006).  
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3.7 HOLLOW ORGANIZATION 

A hollow organization is easily described when an organization is extensively 

using a contractor to support the business. It creates a network of sub-

contractors (Crawford & Krahn, 1998). Anand and Daft (2007) also defines a 

hollow organization as a network of outsourcing services, and by applying a 

hollow organizational mindset there will be more value creation. The 

organization can then focus on the core process that they believe has future 

growth and outsource/contract the rest (Anand & Daft, 2007). This creates a 

network of values that both have some advantages and disadvantages. The 

advantages are that the organization has less administrative overhead, less cost 

and higher quality of inputs (Anand & Daft, 2007). Anand and Daft (2007) 

explain that as the outsourcing/contracts get more competitive the providers 

strive to be more innovative. This directly adds to the hollow organization. 

The biggest downside is of a hollow organization is that the capacity of 

innovation reduces in the organization itself and is instead of the hands of the 

provider (Anand & Daft, 2007). The experience that is created when providing 

a service for a hollow organization is not contained in the hollow organization 

itself (Anand & Daft, 2007). 

    Concerning the project of Poppins, a hollow organization model can be 

applied as it is focusing on establishing a network. In the case of Poppins, it is 

a network of services that provides for an end user. The theory of hollow 

organizations can then be examined within the context of a babysitting 

application. 
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4 Method and Implementation 

How this project has been executed is described in this chapter. It will walk 

through the process of the project and describe the different methods in each 

phase. 

 

4.1 PROCESS 

To understand the complete process the different phases of the project need 

to be understood. The project is divided into two major subjects, the service- 

and the interface development- phase. The service phase has as the goal to 

explore and understand the environment to be able to deliver a service concept 

at the end. The interface development phase, on the other hand, uses the 

conceptual service to create and test an interface that supposed to 

communicate the service to the stakeholders. Due to the nature of the work, 

the process was different in each phase.  

    In the first phase, the service phase is divided into smaller stages. Which are, 

research stage, explore stage, and service development stage shown in figure 

11. 

 
Figure 11 Service Phase 

 

During the research phase, raw data was collected and analyzed to be able to 

continue the work in the exploration stage. This makes the nature of this phase 

applicable to the diamond method described by Stickdorn and Schneider 

(2011) with its diverging and converging methodology. Figure 12 illustrates 
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how diamond methodology is applied.  

 
Figure 12 Dimond process 

 

The other two stages, explore, and service development has more of an 

iterative work process which is inspired by Stickdorn et al. (2018) iterative 

methodology. The stages have more of creating aspects to them then the 

research phase. They combine analyzed date with creative thinking to develop 

new results. Figure 13 illustrates how the mindset of the iterative process has 

been.   

 
Figure 13 Explore sprint 

 

In the second phase, the interface development phase is divided into smaller 

stages that symbolize the design sprint. This stage is linearly represented in 
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figure 14.   

 
Figure 14 Representation of Used Interface Creation phase 

 

 The design sprints are similar to the explore- and service develop- stages in 

the service phase. Each sprint consists of a plan-, design-, test- and reflect- 

stage as illustrate in figure 15. 

 

 
Figure 15 Design Sprint 

 

In each sprint, the result is compared to the results from the service phase. This 

is to examine if the interface is satisfying the needs of the service concepts. 

With the hope to create an interface that will be a product that can 

communicate the service to the users. This iteration so also represented in 

figure 16. The complete process is illustrated in figure 16. 
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Figure 16 Complete Process of The Project 

 

4.2 SERVICE PHASE 

The service phase is to establish an understanding of the stakeholders and the 

service. This is done by building a research case that is the foundation of the 

service phase. During this phase, the current service is examined, and visionary 

services are created. A visionary service to enable the possibility of back casting.  

All the methods used in the phase are processed as presented in figure 17. The 

survey and the interviews were also continued as a secondary source after the 

birth of the persona. 

 
Figure 17 The methods used in the service phase in an orderly fashion 

 

4.3 RESEARCH STAGE 

To understand the situation of the services the research phase is purely meant 

to gather data and create a research case. This chapter will present the methods 

used to create the first draft of the research case. 
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4.3.1 Interview  

Interviews were conducted on stakeholders in both services. Stakeholders as 

in the dogwalker, babysitters, dog owners, and the parents were interviewed. 

Also, stakeholders that were uncovered by the stakeholder mapping were 

interviewed. Interviews were conducted in semi-structured manna. Follow up 

question was added when interesting answers accrued, and answers from 

earlier interviews and discoveries were also brought up. This was done to get 

a better understanding of the actual service itself and the needs of the users a 

stakeholder involved. Each interview was recorded for better recall and to 

make a better flow in the conversation. 

 

4.3.2 Survey  

To gain quantitative data a survey was sent out to babysitters, parents, dog 

owners and dog walkers. According to Stanton, et al. (2013), a flexible method 

to collect specific data from a large group of people. They also state how the 

questioner can collect different types of analytical data through the different 

types of questions. A multiple chose question is for an easier data analysis 

compared to an open-ended question. Stanton, et al. (2013) also describes the 

importance of how the questions are phrased. This due to avoid a biased 

questionnaire. The questions were mainly about what is expected of the 

service, how the communication is done and how what happens in the case 

of cancelation. The survey was sent out to build an understanding of how the 

stakeholder's views and actions are in different situations.  The survey was built 

through google forms and was posted on Facebook in different local 

neighborhood groups and user feeds in an attempt to reach the desired people. 

As extra encouragement to take the survey all the survey participants had the 

opportunity to join a raffle for a gift card.  

    The questions that were asked are presented in Appendix 2. The survey was 

done simultaneously as interviews to collect more raw data. The raw data 

served as the foundation for the research phase in the project. It is also the 
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foundation for the persona.   

4.3.3 Persona 

To summarize the raw data collected from both the interview and the surveys 

personas were made for key stakeholders. According to Pruitt and Adlin 

(2006), there are three reasons why a persona should be created. First and for 

most is to avoid self-centered design and find out for whom to design as well 

as to avoid personal preferences and needs. Secondly is to understand the 

differences between people. Analyze and understand the needs, desires, 

preferences, and behavior of different groups. Understand how they are 

different from each other. Thirdly is to be able to share the targeted user with 

all parts of an organization. Not only for developing the product. It is also for 

sales teams, support teams and similar.  

    As motioned earlier the persona was made from the raw data collected from 

the surveys and interviews during the research phase. Each persona was created 

to reflect both the targeted stakeholder and an average stakeholder. The 

targeted stakeholders were dogwalker, babysitters, the parents, and the dog 

owners. The other key stakeholders have not been created into personas 

because they are not the primary focus of this project. They are part of a 

backstage process rather than the group in focus. Each persona presents general 

personal information about the stakeholder. Along with a bio, personality 

scale, goals and frustrations the persona has. Each section is to make the persona 

come to live and to create an understanding of the needs, desires, preferences, 

and behaviors. 

 

4.4  EXPLORE PHASE 

The exploration phase is a mixture of research and creation. The fast sprints 

and iterative work create a good base knowledge by mapping stakeholder and 

customer journeys. This base knowledge will serve as the foundation for 

service development. 
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4.4.1 Back casting 

During the customer journeys and the service blueprints, back casting has been 

an underlying method. The reason being is because of Quist and Vergragt 

(2006) argument that back casting can open up a wider variety of opportunities 

for an application. Vergragt and Quist (2011) also define back casting as 

“generating a desirable future and then looking backward from that future to 

the present to strategize and to plan how it could be achieved” (p.1). They 

also state that by using back casting it is easier to strive for a more sustainable 

future. Robinsons (1990) point of view is that back casting does not intend to 

predict the future, it rather indicates the feasibility of the goals. 

    To be able to back cast a future cast was made for the most relevant 

stakeholders. The future cast was based on the present mapping. The future 

was cast five years from the start and set the goals for both services. The future 

cast was then back casted three years. Which gave the project a total of three 

stages from the view of the relevant stakeholders. This was done to explore 

the possibilities with the new service and not only focus on the few established 

problems that already were established.   

    The time estimation for the front casting and the back casting is dependent 

on if certain criteria are archived. The two-year goal that is based on the 

present mapping mostly have technical and management requirements that 

follow: 

• Have a development team that can code the application. 

• Be able to test advanced prototypes and evaluate them. 

For the five-year front cast on the other hand have requirements that is affected 

by society in general. Requirements that might not be meet because the 

society is not ready for it. The requirements are: 

• The same requirements as the two-years plan 

• Have a society that accept electronic payments with phone and are a 

frequent user of it. 
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4.4.2 Stakeholder mapping 

Who is involved in the services? That is what the stakeholder map is for. 

According to Stickdorn and Schneider (2011), the stakeholder map is a 

representation of various groups involved in the service. They also explain that 

the map highlights the issues concerning each stakeholder. Stickdorn et al. 

(2018) also explain a further extension to the stakeholder map called value 

map. The value map is representing how the flow of value is between the 

stakeholders. It is the value map that has been in focuses in both in a futuristic 

and current scenario of the service. The futuristic part is part of the back 

casting. It is meant to represent the vision of what this project will act as in the 

future. How it will give value to the costumers and what services it will 

provide. The current state mapping is what is the foundation of the futuristic 

one. It pinpoints how the service is today and helps to understand what can 

be improved and what value can be added to different costumes. 

    The total of stakeholder maps were two per service. One for the dog 

walking services and one for the babysitting services. Each service had a current 

state map and a futuristic state map. The stakeholder maps were created at the 

beginning of the explore phase. The reason being that the stakeholder maps 

are created in the beginning is because it forces exploration about the service 

and stakeholder connections. The exploration is made by examining the local 

businesses, local groups and getting intone with the culture and its meaning to 

the service. That means that the stakeholder map will be a representation of 

the local environment and does not necessarily mean that it applies to other 

geographical areas. The stakeholder maps are also used to pinpoint the key 

stakeholders. Each of the key stakeholders will have a customer journey map 

created for them together with the personas. 

 

4.4.3 Costumer journey mapping  

For a greater perspective of the services, journey maps were made for the key 

stakeholders of each service. How the key stakeholders were chosen was 
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through the stakeholder mappings. Both the futuristic vision and the current 

state of the current state stakeholder maps were used to choose the key 

stakeholders because a journey map was made for both the future vision and 

the current state. The perspective that journey map gives is to localize the 

touch points for the stakeholder in focuses according to Stickdorn and 

Schneider (2011). Touchpoints are where the stakeholders are interacting with 

the service. The journey map will have several different layers as described by 

Stickdorn et al. (2018). An over viewing layer that describes the action and 

then a more detailed view with both text and a storyboard. The journey map 

will also map the emotional journey of the stakeholder to get a deeper 

understanding of the situation. The current state journey will tell how the 

service affects the stakeholder toady and the futuristic journey is to create a 

vision of how the stakeholder will be affected emotionally. The journey 

mapping also conations all the stakeholders that are involved in the situation 

to connect it with the stakeholder map. For a further understanding of the 

relations between them. The last layer in the journey map is the questioning 

layer. It is meant for analytical questions. What can go wrong in this step? Is 

to awake awareness of each step and analyze it well. 

    The Journey map is made in the ending of the research stage to build the 

research wall. It serves as a result of all the raw data collected during the 

research stage. The journey map will also be building blocks for the service 

blueprint in both the futuristic vision as well as the current state.  

 

4.5  SERVICE DEVELOPMENT 

The service blueprint is made in the service development phase as a result of 

all the precise methods. It is in this method that collects all and analyzed data 

and puts it into the content. The service blueprint explores the issues that arise 

when creating or managing service according to Shostack (1984). Shostack 

(1984) also mentions goals with the service blueprint. Goals as in identifying 

the processes and isolating the points which are not functioning. This has 
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already been done to some point in customer journeys. The isolation of failure 

points or challenges as referred to in the customer journey will still be present 

in the service blueprint. The difference is that in the service blueprint, different 

customer journeys are all related to each other. Sequences of each customer 

journey are located in the service blueprint in relation to time and use of the 

service.  

    The service blueprint created in this project is a bit different from a 

traditional service blueprint described by Bitner, Ostrom, Morgan (2008). 

They present a service blueprint that follows the guideline as figure FOUR. 

 
Figure 18 A representation of the service blueprint described by Mary Jo Bitner, Amy L. Ostrom, 

Felicia N. Morgan (2008) 

The reason being is that the service in this project is not provided by the 

project itself. The means that the babysitters and dog walkers are not hired or 

seen as an employee by this project. They are rather seen as customers together 

with all the other users of the service that the project provides. Which creates 

more of a communicational service. That is why the service blueprint was 

modified. It is still following the foundational theory. Storyboards were also 

added to the sequencings in the service blueprint. This was to add clarity and 

understanding to the situation presented in figure 19. 
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Figure 19 A representation on how the service blueprints is after the modification 

 The service blueprint was created in three different stages of the project. In 

total three per service, three for the babysitting category and three for the dog 

walking category. These three service blueprints will represent a current state, 

a two-year futuristic state, and a five-year futuristic state. This is to enable back 

casting and be able to focus on the present goals and strive for the futuristic 

plan. 

 

4.6 INTERFACE DEVELOPMENT 

The main focus in the interface phase was to develop the interfaces. This was 

done by working iteratively with paper prototypes and the users of the 

application. Although a decision was made to only develop the interface for 

the babysitting service. This was due to lack of time combined with arguments 

presented in the results.  
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4.6.1 Paper prototyping 

In both the early stages of the interface development and when the interface 

started to take its shape paper prototype where used. Synder (2001) explains 

that paper prototypes are great for early testing of an interface. It saves time 

because time is wasted with coding. According to Synder (2001), sketches can 

be very rough. The whole idea with paper prototyping is to test, modify and 

test again. By testing it means to make the actual user try the interface. In the 

case of this project two different interfaces where developed. Which means 

two different user groups. One for the parents and one for the babysitters. 

Each paper prototype started with a hand-sketched mobile app interface. The 

interface was tested and then computer drawn. The computer sketches were 

then tested and change depending on the result of the test. The computer 

sketches were still printed out and used in the same way as the hand-drawn 

paper prototype.  

    The tests were performed by giving the user different tasks. Meanwhile, 

they were encouraged to think out loud. Tell the facilitator what they thought 

and saw. When the user did an action such as scrolling or pressing a button 

the facilitator changes the screenshots of the interface. If confusion accrued the 

facilitator was silent and did not try to explain the situation. It is the signs of 

confusion that are wanted in the tests. To discover them before too much time 

is put into the coding. During the test alternative solutions could be presented 

to receive feedback on them as well. The tests were performed on three users 

from each user group, which was a total of six people. In a total of four rounds 

of paper prototyping. This is different from the method that Kaufmann (2003) 

explains. In Kaufmann’s description of the method, a team works together to 

create a new solution when confusion accord during the testing. This was not 

possible because the team only consisted out of one person that is one of the 

reasons why the paper prototyping was done in different segments. 
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4.6.2 Eye tracking 

The last method in this project was an eye tracker test. The served as an 

evaluation for the interface as well as of help testing if the design actually 

triggered behavioral change. The teste was performed with users that had been 

testing the interface earlier and user that where completely new to the 

interface. A digital prototype of the interface was created with limited actions 

in the interface. That means that all the data might not have been present and 

there was automation like autofill in answers. The users were asked to 

complete certain actions with the help of the interface. The reason why eye 

tracking was used is because while the users dose the tasks, they search the 

interface for the “right” option. With help of eye tracker, the designer can see 

if the user is look on an icon that is correct but do not press it or miss the icon 

and continue searching (Poole & Ball, 2006). 
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5  Results of Exploration Phase 

The results from the iterative exploration phases are presented here and it 

contains the results from the methods of stakeholder mapping, customer 

journey, and service development. Alongside the result from the methods, 

some decisions and arguments that affect the project are also broth up in this 

chapter. 

 

5.1 STAKEHOLDER MAPS 

Stakeholder mapping can, in other words, be called a relationship map. A map 

that visual present what relationship stakeholders have to each other. It also 

presents the value they bring to one and other. The result the stakeholder 

mapping is presented in four different stakeholder maps. Two stakeholder 

maps for each service, one from a current perspective and one as a futuristic 

vision.  The maps will not be examined in detail only a few areas/relations 

will be highlighted and explained. 

    The network of stakeholders easily becomes complex which can be proven 

by studying figure 20. There are many relations (the lines in figure 20) that 

represent how value is distributed. On each line, the value is present together 

with a direction. It is by studying the relations that important connections can 

be found. 
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Figure 20 Stakeholder map of the present state in babysitting services 

The green zone in figure 20 highlighting the stakeholder that build today 

babysitting service. Of course, the child is vital as well but for this project, it 

understood that a child is present. The service today is relying on the babysitter 

to help the parents with childcare. It is important to notice that both parents 

and babysitter need to create many relations for this service. A very interesting 

relationship is presented in figure 21. 

 
Figure 21 Stakeholders that build trust for parents and babysitters 

The figure represents how babysitters insure safe of the children to the parents. 
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The babysitter also frees the parents time up, which allows them to spend time 

on a child-free event. In return, the babysitter receives money from the 

parents, but they also gain working experience from the situation. They learn 

how to act and communicate in a professional matter. Communicative 

stakeholders also showed to be one of the most important stakeholders for 

parents to trust a babysitter and for the babysitter to find new clients. In figure 

21 three communicative stakeholders are explained. Facebook where the 

parents and the babysitters can each other through mutual friends. Find and 

get recommendations through the church that they are attending. Lastly but 

not least getting information from friends at different gym clubs.  

    On the futuristic stakeholder mapping of the babysitting service, there are 

a few changes as shown in figure 22. It is hard to pinpoint how the current 

and the future stakeholder maps are different from each other that is why the 

map in figure 22 is divided into three different zones. The green zone 

highlights the key stakeholder for the babysitting service to be able to function. 

The blue zone is other services that can be or are related to the activity of 

babysitting. An example of such a service is restaurants. The parents want to 

have a date night that takes place in a restaurant, to be able to go they will 

need a babysitter which directly affects the service of babysitting. It is creating 

a demand for babysitters. It is services like this that are visualized in the blue 

zone in figure 22. The red zone is where this project is located. It is where 

both the green and the blue zone come together and get connected. In other 

words, the red zone represents a hollow organization that distributes and 

connects services to clients and not performing the services that are distributed.      
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Figure 22 Stakeholder map of the future state in babysitting services 

    The stakeholder mappings for dog walking service showed to be very 

similar to the stakeholder mapping of the babysitting service. Both services 

relied on their network of people to find a trusted worker. They also have 

services that could be connected to the initial base service that is highlighted 

by the green area in the figures 20, 22 - 24.  The current version of the 

stakeholder map for dog walkers that are shown in figure 23 highlights the key 

stakeholders in the green zone. What is noticeable when comparing the 

stakeholder map for babysitters in figure 20 and the dog walkers in figure 23 

is the complexity difference. The dog walker stakeholder map is much less 

complex than the babysitter one. This awakes the thought of only focus on 

the more complex service (babysitting) and then be able to create a less 

complex service (dog walking) based on that. The less complexity is also 

shown in figure 24 of the futuristic stakeholder map for dog walkers. The blue 

zone which represents that services that can be connected through the red 

zone (the project) to the base service (the green zone) are a lot smaller than 
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the blue zone in figure 22. 

 
Figure 23 The current stat stakeholder map which shows how value is shared among stakeholders. 
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Figure 24 The future state stakeholder map which shows how value is shared among stakeholders. 

5.2 JOURNEY MAP 

Journey maps were made for key stakeholders in both the babysitting service 

and the dog walking service. Each with a front casting and back casting 

scenario. What determined the key stakeholder where the stakeholder 

mapping method explained in the earlier section of this report. All of these 

journeys will not be presented here. It is only some snippets of the journey 

maps of a few stakeholders in different time perspectives that will be presented. 

The reason being that the whole map does not add to the subject discussed in 

this report.   

    There were many similarities between both the services and of course many 

differences. One of the many similarities was how parents and dog owners find 

their babysitter and dog walker. Figure 25 shows how a linear depiction of the 

current journey map is for the parents, which is the same for dog owners.   
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Figure 25 Stakeholder journey current scenario, parent 

The journey map shows a variety of options or steps to find a babysitter. This 

does not mean that each step is taken but that there is more than one way to 

reach the goals. It is depending on the result in the step or steps before the 

current that will determine the next step. The interesting behavior mapped in 

the current situation is how often people asked friends, their church friends or 

even friends at the gym to recommend a babysitter. The trust in their friends 

was greater than the screening procedure that most babysitting connection 

platforms. It can be argued if the emotional mapping is correct because it is 

dependent on the amount of work that is put into the process. If a parent 

would have found a babysitter immediately after asking a friend, the emotional 

curve would be positive. On the other hand, if friends or the network of 

people to ask do not have any babysitter to recommend the curve could be 

negative instead.  

    All of this is taken to account when the futuristic journey mapping was 
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done for the parent. The mapping is represented in figure 26 and it represents 

how this project wants to change the journey of finding a babysitter for a 

parent. 

 
Figure 26 How a future journey would look like for parents 

The biggest change is that the friends or network of people is not what comes 

first in the journey. Instead, the parents sign up for the application, with 

information that can help them find a babysitter. Information such as 

connection to Facebook (sharing friends list), school of the children, gym 

membership, etc. This will help the application find babysitters that have some 

sort of relation to the parents, ether mutual friends or school connections for 

example. This means that they can, later on, ask their friends or contract before 

they reach out to the babysitter. These are the type of connection that could 

be done because of the current customer journey.   

    The emotional curve was also useful when it comes to understanding the 

customer journey in different sanctions. To take for an example is when the 

babysitter needs to pay for food that is delivered to the house. In some cases, 

the parents leave money. Another scenario is that the babysitter knows they 

will be reimbursed when the parents come home. The list goes on and on 

with scenarios. An important one is with the forgetful parents. The intentions 

are to pay but simply forget to pay for the food. This may also happen when 

the parent is supposed to pay for the service of babysitting. The biggest reason 

is because of electronic payment that is not paid directly. This affects the 

babysitter's willingness to pay for food delivery and it is associated with 

awkwardness to ask/remind the parents for the money. This also accrues when 

a new connection is established with a babysitter. Both parents and babysitter 

sometimes do not know how much to pay or charge for the service. 
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5.3 END USER NEEDS 

During the exploration phase, the end user was established as the parent in 

the babysitting service and the babysitter is a part of the ecosystem for the 

service. The end user needs are presented in figure 27. 

 
Figure 27 The end user needs for the babysitting services 

 

5.4 RESULT FROM THE SERVICE DEVELOPMENT 

By developing the service blueprint the service structure from an 

organizational point of view started to be more visual. The visuality help to 

understand the correlation between different action and put them into 

perspective. The action of booking from the perspective of the parents was 
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one of the actions that were in the center of attending when it came to build 

the service. In the current situation illustrated in figure 28, the parent has to 

manually book each event depending on the result from the earlier action.   

 
Figure 28 Babysitting service in a current scenario 

The action itself does not need to be in the same order as figure 28 illustrates, 
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but the results of the action are still important. A result that could affect the 

other actions and stakeholders, results such as unavailability. In a futuristic 

vision this action was taken to account but in many was hard to remove the 

fact that a babysitter or a table at a restaurant could be unavailable. Instead, the 

service created removed the hassle of booking each service by themselves 

illustrated in figure 29. 

 
Figure 29 Babysitting service in a future scenario 
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By connection all the services to the new service it allowed the parents to 

book everything at once and also receive a collected bill that they pay 

immediately. The money would not be paid out immediately to the babysitter 

and delivery companies. The money would be changed from the parent and 

then later played out when the service was done. This is illustrated in figure 

30 that shows how the parents receive a confirmation of drop off and the 

babysitter receives the money. 

 
Figure 30 The payment method of service the babysitting service in the 5 year back cast  

 In a five-year futuristic vision, this payment system would enable the 

babysitter to have a digital prepaid card. A card that can be used to buy the 

kids food and brewages when they are out on activates together. These 

activities would also be able to be booked through the service of this project. 

Figure 31 illustrates how it would work in the theory. 
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Figure 31 Service blueprint of bank account management   

 As far as dog walking goes the service itself is not as complex. One reason 

for this may be because of the amount of time spent with the dog versus the 

amount spent with a child. Even though they are on different complexity 

levels they still have many similarities. Some of the services changed applied 

to the babysitting service can be applied to the dog walking service. Actions 

such as the booking system in figure 31.  What is more unique to the dog 

walking service is to receive access to the house the dog is located in. This is 

not as important when it comes to babysitting but it might be convenient in 

certain situations. The way the house access would work is explained in figure 

32. 



52 
 

 
Figure 32 House access from phone dogwalkers send prestation 

Figure 32 also shows how a precession system would work. The precession 

was discovered to be important especially for dog walkers because of the rear 

encounters they have with the actual dog owner. A small treat in the shape of 

a coffee or similar would make the dogwalker value there costumer more, 

according to the interview study. 

 

5.5 SERVICE CONTINUES DECISION 

In the service phase two of services where created, dog walking and babysitting 

but only one of them was continued with to the next stage. That service was 

the babysitting service. There were a few reasons that made this decision and 

one of them was time. The time was limited for the project and designing to 

interfaces was considered as too much work for the time frame. This only gives 
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the reasons why one of the services were continued. The decision to pick 

babysitting had more than one reason. From the service phase, the babysitting 

service opened up new relationships and services that could be provided to the 

end user. Services such as food delivery, restaurant bookings and booking of 

activities for the children. These types of services were not found with dog 

walking. Surely there were some good founds such as booking grooming and 

digital access to the house, but when the two services where accessed the value 

of the babysitting service where greater. The babysitting service appears to be 

more stable. 

    What made the babysitting service considered more stable was the pure 

nature of the service. The service is centered around the care of children and 

not dogs. Dogs fall under the category of disposable income which is different 

from children. This means that dog walking is less likely to be used when 

money is short. Child care, on the other hand, can be a direct necessity and 

still be needed, even when the household has less of a disposable income. 

 It is also important to notice the difference between the stakeholder maps 

of the babysitting service and the dog walking service (the stakeholder maps 

resented in chapter 5.1). The babysitting service seem to be more complex by 

judging the maps in chapter 5.1, but the both services have fairly similar 

stakeholders. This why the decision was may to develop the service that is 

more complex. Whit the hope that it will give more insight then the less 

complex service, which in this case is the dog walking service. 

 

5.6 VALUES OF THE PROJECT 

As a revisit to the former stakeholder mapping, the value map was recreated 

on a deeper level for the babysitting service. The result reflected the value 

levels described by Ouden (2012) and is presented in figure 33. 
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Figure 33 Value Map of Poppins with four levels of vaue 

Whit the deeper values map the idea is to show Poppins as a hollow 

organization filled with relations to other services. Services that benefit 

Poppins as well as add value for the parent that is considered the end user. The 

babysitter is part of the ecosystem and are not coincided as an end user. Even 

though that Poppins is trying to satisfy the needs that the babysitters have. The 

reason why Poppins is concerned about the need of the babysitter is because 

of the relationship they create together. Poppins is in need of the babysitter to 

be able to facilitate the service and therefore the babysitter need to be satisfied. 

This value map show relationships like this and what value is created among 

stakeholders.   
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6  Results of interface 

development  

The Interface development phase was about connecting the service with the 

guild of the service blueprint to an interface. The results from the paper 

prototyping and eye tracking are presented in this stage. Figure 34 and 35 

present how both the teste where conducted.   

 
Figure 34 Paper prototyping in action 

 
Figure 35 Eye Tracking in Action 
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6.1 PAPER PROTOTYPING PHASE 1 – INITIAL TEST OF ICONS AND 

PATHWAYS 

The result from the first test shows that the users understood the interface 

overall and could maneuver and find the items they were looking for. In most 

of the cases, the user would use the front page to take them to the page of 

interest. The Icon for the current job page circled in figure 36 was an icon 

that was not understood. The babysitters did not understand what to do with 

it and what is served. 

 
Figure 36 Current job icon in tool bar 

Instead, they reached the current job page through the front page as shown in 

figure 37. The pathways were not the only problem the users accrued. Parts 

of the information that was presented did not come through to the user. 

 
Figure 37 Frontpage pass to current job 

 Combined with the fact that some information was not accessible although it 

wanted to change it. Examples of this are the cells that present the job for the 

babysitter shown in figure 38. They did not show the status of the request or 

the concerned children. 
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Figure 38 Current job schedule and requests 

 When iterating the first paper prototype with the two years back casted 

service blueprint many features were missing. To extend the functionality of 

the application features such as restaurant booking and food delivery. The 

prototype did not test the effect of the background color as an enhancer for 

the service system message. This because of the hard way extinguishes grayscale 

as good or bad. The change of background was meant to enhance the message 

of good or bad payment. The message was still existent, and it still made an 

impact on the users. Some of the babysitter testers expressed the hardship of 

requesting a bigger salary and how this can function avoids an award situation. 

    In the interview that was held directly after the user test created a price 

estimate for the service. Both babysitter and mom would pay 5 – 10 dollars 

for the service that the application provides. A babysitter brought up one 

concern with the price. She was willing to pay the price depending on the 

amount of babysitting she was doing. Although, a strong disliking was 

presented from both parents and babysitter when it came to paying 

commotion of the salary that the babysitter is getting. The parent responded 

that they could pay the babysitter more but still pay less for the service of that 

was the case.   
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6.2 PAPER PROTOTYPING PHASE 2 – FOCUS ON ICON 

UNDERSTANDING AND BOOKING SERVICES 

The second phase of paper prototyping was done with computer-drawn 

images, which were printed and then tested. Before the test iterations were 

made form the parts were not clear in the first test. The current job icon 

changed as shown in figure 39. 

 
Figure 39 Current job icon change 

 The current job schedule received a circle to indicate the where in the 

schedule the babysitter is shown in figure 40. 

 
Figure 40 Overview of the schedule for babysitters  

During the second test a problem with the booking area accursed. The parents 

had a hard time navigating to the tab bars in the navigation panel shown in 

figure 41. The tabs were easily missed. To sum up, the whole booking section 

was too complicated. Some formulations confused the parents as shown in 

figure 41, which made them hesitant to press because they did not understand 
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what it would do. 

 
Figure 41 Confusing booking system 

The icons for babysitting and profile page on the toolbar shown in figure 42 

was also a reason for many incorrect paths. The parents thought that symbol 

one in figure 42 represented the families and symbol two represented the 

babysitter. 

 
Figure 42 Confusing icons in the tool bar 

 The new cell design for both the “Job” and “Babysitter” had its successes 

and failures. The parents did understand the meaning of the cell showed in 

figure 43, even though the icons where missing. 
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Figure 43 Information cell about babysitter, view by parents 

The particularly brought up the interested of the mutual friends that they have 

in common, which is the common way to find a new babysitter today. They 

expressed high interest and stated that is the most important feature to fund a 

babysitter. This is what would make them trust the babysitter more. One 

feature the parent did not like was the automatic payment. This because it did 

not show that the money wasn’t transferred to babysitter immediately. They 

were fine with payment being pending until the service was done. 

     While testing how a color change would affect both the babysitter and the 

parent’s decision making a few problems accrued.  It was hard to measure the 

effect and the parents were questioning the recommended minimum salary. 

They wanted to know the source of that number and if that was the local value 

or just a general figure. The test screens that were hard to determent the actual 
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result is presented in figure 44. 

 
Figure 44 Color change effect to trigger behavioral change 

  

6.3 PAPER PROTOTYPING PHASE 3 – FOCUS ON INFORMATION 

GATHERING AND DISPLAYS 

To address the problems that were stumbled open during the second test phase 

the cells were redesigned for both babysitters and parents, as shown in figure 

45. The cells tried to include more information from both the parent and the 

babysitter. With the help of colors eventuate the status of each job or request. 

The cell that represents the parent in the babysitter view also shown in figure 

45, addressed the situation of the absent partner.   
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Figure 45 New cells layout 

In figure 46 the adding of a partner in the parent profile page is shown. The 

babysitter does not necessarily need to talk to both parents at the same time or 

havening a group chat with them. The parents testing prototype in phase two 

expressed a need to be able to divide the task of finding/scheduling a babysitter 

between their partner. 

 
Figure 46 Parent profile layout change 

When iterating the current interface and the service blueprint functions were 

missing, both for the parent and the babysitter. The parents did not have any 

way to show appreciation to the babysitter and a good way to receive the 
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report of the finished job from the babysitter. The babysitters also missed a 

feature to receiving appreciation. That was not the only feature that the 

babysitters missed. During the testing, the babysitters also explained that they 

missed the weekly view on the calendar. They did not understand the dots in 

the current calendar shown in figure 47. They assumed and guessed but they 

were not sure about the meaning of them. The dots were supposed to present 

the status of the job that day. 

 
Figure 47 The schedule for the babysitter with different status indicators 

 

6.4 PAPER PROTOTYPING PHASE 4 – COLOR ASSIGNMENT,  AND 

APRETATIONS  

In the final stage of paper prototyping, the purpose was to create a unified look 

in the interface and make the users aware of what is happening in the system. 

A few more features were added as well as some changes to the existing 

interface. Changes such as a color change on navigating buttons. An example 

of the color change is presented in figure 48. 
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Figure 48  Tab change of colors 

Each icon that could maneuver to another function or screen was given the 

same color. More example of what type of icon it could be is shown in figure 

49.  

 

 
Figure 49 Navigational buttons change of colors  

 

The test showed a quicker response to button in general and less of a hesitation 

pressing on icons and buttons with the same type of color. The icons and 

buttons also protruded from the interface and seemed easier to spot. 

    A few features that were added to the interface was a notification center, 

message center, and reward/appetition service. The notification- and message- 

center are both placed on the home page in the user interface. The notification 

center is presenting the different notification with icons that were related to 

the subjects shown in figure 50. 
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Figure 50 Notification center 

 

The notification center gave the testers a better overview of what has 

happened with the bookings. They could also understand and interpret who 

did what and when. The babysitter was also given away to receive an 

appetition that appends in the notification center. This feature was highly 

appreciated by both parents and babysitter. The fact that the parents did not 

send more money to the babysitter sent a thoughtful gift such as a coffee or 

similar, that is redeemable at a coffee shop. 

 

6.5 SUMMARY OF THE PAPER PROTOTYPING CHANGES 

Many different changes happened during the paper prototyping which can be 

confusing. Table 1 is meant to give a summary and an overview of the changes 

in the different phases of paper prototyping. 

 

Table 1 Summery of paper prototyping 

 Phase 1 Phase 2 Phase 3 Phase 4 

Icons The middle 

toolbar icon 

was not 

understandable 

by the users.  

The tool bar icons 

where confusing 

depending on 

who the user was. 

For parents the 

icons need to be 

Icons where 

refined. 

Refining icons 

and dividing them 

based on their 

functions with 

different colors. A 

lighter blue 
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reversed indicates that it is 

press able and if it 

has another color 

it is transmitting 

information.  

Navigati

on 

Some 

complexity 

occurred with 

the some of the 

tabs and cells. 

There was too 

much 

information on 

one screen. 

The bookings 

pages where too 

hard to 

understand. Too 

much navigation 

between tabs.  

Parts of the 

bookings where 

moved to calendar 

pages instead and 

with the use of a 

new cell design 

the old 

complexity of the 

booking pages 

could be replaced. 

The tabs in the 

navigation where 

changes to go 

with the theme of 

the rest of the 

interface. Instead 

of shifting 

between gray and 

white the now 

use the same blue 

color that 

indicates click 

ability. 

New  

Feature 

added 

Tested the 

schedule 

overview.  

Adding a more 

complete booking 

section. Added 

the ability of 

reserving the 

restaurant and 

ordering deliver 

for the children.   

Showing different 

qualities, a 

babysitter has. 

Example are if 

they have CPR 

certification or a 

car that can be 

used during the 

babysitting.  

Notification 

center was added 

to gather all the 

information that is 

changing in the 

app. An 

appetition service 

was also added to 

help the parents 

send some 

appetition to their 

babysitters.  
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Colors  No colors in 

use but 

different 

shadings. 

Basic colors 

where used to test 

what the outcome 

would be. The 

outcome 

enhanced some of 

the information 

gathering and 

eventuated some 

parts. Hard to tell 

if the color 

screens in the  

More colors 

where used to 

reflect what is 

happening in the 

system. This  

Unify everything 

and use the same 

shade of blue to 

indicate that the 

thing will be 

moving.  

Informati

on 

Gatherin

g 

The 

information 

was very 

clustered. To 

so easy to 

overview cells.  

Color helped 

with the 

information 

gathering. This is 

especially visible 

in the schedule 

feature.   

To make the cells 

of the bookings 

more informative. 

The layout was 

change and colors 

where added to 

show status.   

The users could 

recall and explain 

the events and 

information that 

acourd in the 

system during the 

user testes. 

 

 

6.6 EYE TRACKING 

The eye tracking testing gave an interesting insight into how the users were 

viewing the interface. It also came up with some results regarding behavioral 

change through design. First of there is a small detail that needs to be 

acknowledged. The test was setup so that the tester was thrown into an app 

that already was “setup”. That meant that many features that need some 

manual setup such as creating a routine for the babysitter, finding a babysitter, 

and bookings already existed in the prototype. The setup of these features was 

tested as well but the fact that they already where existent made the 
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introduction harder for some of the testers. 

    The testers were exposed to testing their behavioral when there was 

decision-making related to money. Figure 51 represents the screens where 

money decisions where involved.  

 
Figure 51 The screens that should express good or bad behavior 

One is for the parents when they book jobs and one is for the babysitter when 

they accept jobs. The popup screen took their attention and made them 

choose the options, but the background color gave them a conformational 

color. When receiving a red screen, they seemed more hesitant. A few of the 

users change their action immediately to get a positive color screen.  

    For most of the test, the user interface was understood, and the testers could 

find information and answer the tasks they were given. They were still a few 

things that were not as understanding as they could have been. One example 

of a situation like that is the status icons in the calendar, shown in figure 52. 
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Figure 52 Status color of the bookings/jobs 

With the first impression depending on where in the interface the tester has 

been, they all understood what the dots symbolized. The colors were the 

problem. The tester that had browsed through the booking list once 

understood the colors. On the other hand, the tester that hadn’t yet discovered 

the booking list did not know for sure what the colors meant individually but 

they did understand that they resemble some kind of status. As soon as the 

booking list were discovered they did understand the color statuses. This does 

necessarily mean that the interface is unclear, the user might just need some 

understanding about the application. They need to learn a few features to fully 

use the application as intended.  

    The biggest problem that accrued was the tabs in the profile represented in 

figure 53.  
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Figure 53 Bar that was easy missed by the user testers 

They were easy to miss, and the tester could watch them without pressing on 

them. As soon as they figured out the location of the tabs, they used it properly. 

To be on the safe side the tab bars should be more visual and not disappear in 

the context. 
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7 Final result 

The final result is divided into two different types of results. The business 

model that based on the value creation mapping in the service design stage and 

interviews by user testers. The second result would be the application user 

interface that facilitates the service. 

 

7.1 BABYSITTING SERVICE 

The babysitting service that was developed and facilitated through Poppins can 

shortly be described as:  

A service that help parents free up their time and plane their activity quicker 

and easier. Help them connect to babysitter that in some way have a 

connection to their friends or family. Help both parents and babysitter act 

more perfectional by establishing a good business communication. 

The two biggest stakeholders are the parents and the babysitters. A simple way 

of explaining the service from the view of the parents is presented in figure 

54.  

 
Figure 54 Simple representation of the babysitting service from the parent’s perspective, read left 

to right 

Figure 55 show the babysitting service layout from the perspective of the 

babysitters.  
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Figure 55 Simple representation of the babysitting service from the babysitter’s perspective, read left 

to right 

 

7.2 BUSINESS MODEL 

The new service Poppins will provide the customers with a new way to 

schedule a child-free time. The way the service is supposed to sustain itself is 

by earning money from different parties. It will be a force to earn money from 

both babysitters and parents by charging a monthly service fee. A fee that is 

supposed to resemble the value of the booking service. Except for the service 

of booking the plan is to advertise experiences that for children to do with the 

babysitter. Which is seen as an opportunity for an income. In addition to the 

booking and finding babysitter service the Poppins service will also connect 

already existing services such as table booking services and food delivery 

services.  

    Poppins also want to focus on the relationship between the babysitter and 

families. To create a secure environment with someone to turn to if something 

is wrong. That someone would be Poppins. Poppins is meant to be there as a 

support and help in the situations of hardship. Poppins also wants to reward 

and encourage good behavior among users. It plans to help parents show 

appreciation through a gestor such as sending them a cup of coffee or similar. 

Poppins also aims to offer employers babysitting credits to their employees as 

a benefit. 

 

7.3 THE APP USER INTERFACE 

To show the result of the user interface two maps of how the different pages 
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of the interface are connected. Figure 56 show the interface for babysitters and 

figure 57 shows the interface for parents. 

 
Figure 56 Map of how the UI is connected for babysitters 



74 
 

 
Figure 57  Map of how the UI is connected for parents 
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8 Discussion  
In this chapter the theoretical framework where a perspective of service design 

is connected with the practical work of this thesis. The different subjects 

brought up in the theoretical framework are in many ways similar to each 

other. They will all be positioned with the result in this chapter. 

 

8.1 VALUES OF THE STAEKHOLDER MAPPING 

As mentioned earlier in the chapter 5.1, the stakeholder maps represent the 

perspective of value creation rather than a give and take relation described by 

Freudenrich et al. (2019). With this in mind combined with the arguments of 

Freemans (2010) deeper relations and Dentoni et al. (2016) in the joint purpose 

and the active contribution, stakeholder mapping can be used as an assessment 

method for service design. By assessing all stakeholders, each relationship can 

be evaluated and taken into consideration, when building a new service and 

keeping a service up to date. Take the stakeholder mapping for the present 

babysitting service for example. The map shows many different relationships 

between stakeholders, ones with greater value than others. If they are seen 

from a pure business perspective explained by Freudenrich et al. (2019) many 

relationships are simple and only focused on givers and takers. Instead, if they 

are viewed as a mutually beneficial standpoint, the relationships form a 

network of co value creation. By selectively choosing relationships to focus 

on, value is created in an organized visual manner, ultimately allowing the 

creation of futuristic mapping for an organization. This mapping helps position 

the project in the network of relationships and create new relationships 

connecting it to the project.  

    When it pertains to the futuristic stakeholder map, it can be used as a plan 

for value creation-- a method to assess the potential value of stakeholders and 

how both parties can contribute to their growth. Further division of 
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stakeholders is then necessary, which includes categorizing them into detailed 

situations. In this process, it is vital to show and highlight exactly the 

components focused on, in addition to the use of a stakeholder in more than 

one situation. A good way to do this could be by using Odens (2012) levels of 

value and creating stakeholder maps based on the levels, instead of solely using 

external and internal stakeholder mapping both used in this project, which is 

the method Fresudnrich et al (2019) describes. By dividing the stakeholders 

into different levels of value there is more room to intercept how the 

relationships are between every party involved. It gives a deeper level of 

understanding compared to the internal and external stakeholder point of 

view. The reason why Oden’s (2012) levels touch on a deeper meaning is that 

it can be combined with the theory of co value creations as Freudenrich et al. 

(2016) describes, as well as segmenting the values into more than only two 

categories. By dividing stakeholders into the groups of user, organization, 

ecosystem, and social system there is more room for interpreting the relation. 

It is easier to interpret and understand how co-creation is created between 

stakeholders. 

    When a stakeholder map is divided into the levels of value as Ouden (2012) 

described combined with the co value creation and relationship view that 

Freudenreich et al. (2019), Freeman (2010), and Dentoni and Preston (1995) 

describe, the mapping is richer and helps the evaluation process. By creating 

the network across each level, it is shown how a relationship can benefit the 

complete system and not only the direct stakeholders. By having this type of 

mapping which is made in chapter 5.6, the relations can be assessed and 

evaluated for their importance. This can be used as a method to determine 

what relationship, product, or function should be focused on in the 

development process. Besides, it helps determine whether a relationship, 

product, or function still is worth keeping, or if it should be scrapped. 
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8.2 COSTEMUR JOURNEY VALUES FOR SERVICE DESIGN  

The dynamic and self-organizing systems can be shown in the result because 

of the mapping that is created.  The way parents found their babysitter is a 

good example of how Andersson (1999) describes the interaction between 

components. How each component or as referred in the result actions have 

feedback loops. The feedback loops affect the experience and emotional 

setting in the customer journey. This makes the actual system non-linear 

assuming the definition of non-linearity from Varnali (2018) is used. 

Combined with the autopoietic system that Varnali (2018) describes the 

journey mapping of the parents is going through a complex mapping process. 

In the scenario when the parents need to find babysitter the outcome of one 

action will determent what the next step will be. Each step is highly affected 

by the environment. To give a concrete example of an environmental impact 

is how the friends that the parents asked would react to the question. A bad 

reaction or an impolite response would affect the service negatively. A good 

response would have a positive response. The new service has not been able 

to eliminate that factor when trying to design a pleasant user experience for 

the service. What has been done is minimizing the exposer by giving the 

parents a suggestion that can be related to their friends. 

     Hassenzahl and Treactinsky (2006) describe that UX design focuses on the 

emotional perspective rather than the functional. Design for life quality rather 

than curing a problem. By taking a step back and viewing the process of the 

project, this is the first step of creating a good user experience. The journey 

mapping involves the emotional perspective of the stakeholder. How the 

emotions may affect the action and how this can affect the service in general. 

This was not only made for one or two of the stakeholders, but journey maps 

with emotional curves were also created for more stakeholders in the service 

system of babysitting and dog walking. By having different stakeholder systems 

Varnali’s (2018) theory of nested hierarchy can be applied. By connecting the 

systems, a service blueprint can be created. This is because the service blueprint 
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is focusing on the service process and not the individual as in journey mapping 

(Varnali 2018). This creates a connection between the journey mapping and 

the service blueprint a connection was the early stages of user experience is 

designed and can be transferred for further development. 

      The argument above put to the perspective of this project could be 

simplified. By choosing key stakeholders from the stakeholder mapping and 

creating customer journeys of them, helped understand how the service affects 

both the users and stakeholders in the ecosystem.  

 

8.3 THEORETICAL PROTOTYPING A WAY TO INVOLVE USERS 

When it came to create the interface the path to a successful interface was not 

clear. That is why the use of paper prototyping was used. Whit the paper 

prototypes a link of communicating was able to be established between the 

users and the designer, which according to Lichter et al. (1994) is the purpose 

of prototyping. The purpose of creating a connection where both users and 

designers can reflect and discuss the product. Of course, the paper prototyping 

is an obvious prototype, but prototyping has been used throughout the project. 

If the explanation of prototyping that Lichter et al. (1994) describes is seen 

from the perspective of this project, there are more prototypes then in only 

the last phase (Interface development Phase) of the product. It can be argued 

that each exploration stage has its prototypes. For instance, the stakeholder 

mapping. Both the current and futuristic version of the map can be recognized 

as subjects of prototyping. The different versions of the map were created, 

then tested/evaluated by stakeholders themselves and then redesigned 

depending on the results.  

    This can be seen as exploratory prototyping described by Lichter et al. 

(1994). Because the process of the stakeholder map creations aimed to 

understand the unknown and not restrict the product to a certain idea or 

interpretations. It also focused to understand how the relationships between 

stakeholders and their problems and connections. As mentioned earlier is not 
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in only one of the exportation stages that prototyping can be found. The 

theory of prototyping can be applied to both customer journeys and service 

blueprints in the same way as stakeholder mapping. This study may show that 

the prototyping theory may be applied in the creation of more theoretical 

based work. Work that still is highly related to the users and stakeholders that 

are affected by the system.   

    If the focus is shifted back to the creation of the interface it can be noted 

that an evolutionary prototyping process described by Lichter et al. ((1994)) 

was used. It might not have resulted in a pilot system but the fact that it has 

grown from a simple prototype to an advanced one. If the project continues 

its evolution it might then turn into a pilot system. What makes the user 

interface creation applicable to the evolutionary prototype theory is the fact 

that the paper prototypes rapidly changed. Small incremental changes that 

were based on the result from the user teste as well as reflecting the current 

prototype with the service blueprint. By using both the results from the test 

and premade data, new areas of the service could be discovered. Areas that 

were not accounted for during the creation of the service blueprint.     

 

8.4 BEHAVIORAL CHANGES THROUGH AN INTERFACE AND 

SERVICE 

Creating an interface that changes behavior is a bold statement and according 

to Pettersn & Boks (2008) the behavior change can never be forced. Verbeek 

(2006 ) state that behavior change can be created by forcing actions on a user. 

For example, removing options in the interface and forcing the user to do an 

action. This type of action can for incants be a last-minute cancelation from 

the parents. The action will add a fee to the parents to denture them from such 

behavior, this is where the theory clash. Pettersn & Boks (2008) state you 

cannot force it and Verbeek (2006 ) says that it is possible. In theory, it is 

possible but how will it be welcomed from the user. If the user feels the forced 

behavior is too unsatisfying, they can decide to stop using the application. If 
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the application is not used there will be no behavioral change by default. This 

arsis the question of what functions and actions that can be forced. Not only 

what actions that can force, but also which actions are needing to be forced to 

be in the line of the organization, society, or other stakeholders in the 

ecosystem. 

    The interface was designed so that the parents received immediate feedback 

on their activities when there were offering a salary to a babysitter. The screens 

changed color depending on the value input this in an appetent to create active 

preseason as described by Berdichevskuy and Neuenschwander (1999). If the 

parent did decide to proceed with an unwanted behavior the interface was 

designed to make them aware of their decision and make the process harder. 

In other words, using seduction explained by Verbeek (2006 ) to intimidate 

the parents to choose the quicker way which is the way with decider behavior. 

If the seduction work is hard to say because of the limited amount of usage 

but the precaution tough awareness affected the parents. It did not necessarily 

mean that they changed their minds, but they did reflect on the decision before 

making it.    

    What is different from other babysitting platform is that in this service the 

business is conducted in the platform. That means that data can be collected 

to create awareness for users as behavioral staring. By presenting data with how 

much salary the parents have given the babysitter compared to the average 

salary some sort of behavioral change might be provoked. This was never 

added to the interface because the decision that is hard to test the effect. This 

type of behavioral staring could be seen as passive persuasion described by 

Verbeek (2006 ). Passive persuasion was also added to interface and service by 

presenting new ways and reasons to use a babysitter (the news page of the app). 

Giving the parents suggestion about what they could use a babysitter for and 

activates for the children. This was not able to be tested, but a suggestion to 

test this by creating a beta version of the application and let users use the 

application.   
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8.5 CONCLUSIONS 

This project prove that it is possible to take a service design approach to create 

a user interface for a mobile application. It does not only prove that it is 

possible it also discusses benefits by using a service design process as presented 

in this thesis. Understanding not only users, but also stakeholders that are 

important for the service and need to be present in the user interface. It is a 

user interface that if facilitating a hollow organization. An organization that is 

built up by the relationships with stakeholders and can provide the end user 

with the right service.    

 

8.5.1 What forms of collaboration can be used to create a babysitting service? 

As mentioned earlier this project lead to a hollow organization that combined 

different services to create a babysitting service that give greater value for the 

parent. By examining value creation relationships across multiple levels 

important relations can lead to good collaborations. The multiple levels of 

value are the values of the user, organization, ecosystem, and, the society. Whit 

the creation of this types of mapping the designer can obtained rich insights of 

what is need or wanted. It can also present which of the relation that should 

be developed into a collaboration and which of the collaborations that no 

longer aid the organization and should be dropped. In short, a valuation map 

where the designer and management can decide on what to work with and 

what to stop working with. 

 

8.5.2 What interface can facilitate babysitting services? 

For the creation of an interface that can facilitate a babysitting service there are 

a few parts that need to be taken under consideration. When creating an 

interface that is meant to facilitate a hollow organization it is important to 

develop a modular interface. The reason for this is because how fast a hollow 

organization can change. If a relation no longer is valuable to the organization 
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or the users there is no reason to keep it as a function in the interface.  

 The interface also needs to accommodate feedback to both parents and 

babysitters. Feedback that deters bad behavior and rewards good behavior. 

This is done with behavioral staring by using passive and active persuasion 

throughout different sections of the interface. A section where it is used in 

particular is when the decision of a salary is made. It is the behavior of users in 

the current service that need to be changed to create a service that 

accommodates more stakeholder to the positive. Beyond the behavioral 

change the interface needs to be informative. Help both parents and babysitters 

find/send the information they need to feel secure and do their job. This is 

done by creating routines and time schedules for each babysitting job with 

profiles for both parents, children, and, babysitters. 

 

8.6 RECOMMENDATIONS 

There are a few subjects in this project that need and can continue to be 

developed, the application is one of them. To be able to launch the application 

it needs to be programed. A database structure needs to be created but from a 

design perspective, try the application on a small group of people. This creates 

an opportunity to further examine behavioral change though design with the 

help with data collected from the application usage. Form a more theoretical 

perspective there can be more work regarding the value creation mapping. 

Going into depth on how to value a curtain relationship and if there is a way 

to grade the relationships. 
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Family 

Why do you need a baby sitter? 

How do you contact your babysitter? 

How did you find you baby sitter? 

What do you expect from the babysitter? 

When a problem accrues how do you deal with it? 

How does the baby sitter get to know that  

How are you scheduling the babysitter? 

On the subject of food, how is it when it comes to babysitting? 

What’s makes you trust the baby sitters? 

Dose the babysitter do more than only babysitting? 

How does the babysitter het access to your home? 

How do you pay the babysitter? How do you prefer to pay the babysitter?  

 

Baby Sitter 

How do you find your consumers? 

How do you know what to do? 

How do you get scheduled? 

How much do you get paid? 

Are you cooking food for the children? 

Are you taking them out for dinner? 

Are you doing fun activates with your children? 

How do you communicate with the family? 

How do they pay you? 

How do you want to get paid? 

Why are you babysitting? 

How much do you babysit? 

What happens when you get cancelled or vies verse? 

What are you doing during babysitting? 

Are you tutoring the children? 
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Dog Owners 

How do you find your dogwalkers? 

How are you communicating with them? 

Why do you need a dog walker? 

What type of information about the dog is given to the dogwalker? 

What do they need to know about the house and the neighborhood? 

How are they given access to the property? 

When are you leaving the dog? 

How are you paying the walker?  

How do you prefer to pay them? 

What do you do in a last-minute situation? 

How do you cancel an appointment? 

Where do you buy your dog food? 

Do you go to a dog café? 

Do you groom your dog? 

Do you meet with other dog owners? 

How much are you willing to spend for the service? 

Is there dog parks that you visit? 

How do you trust the walker? 

 

Dog walkers 

How do you find costumers? 

How do you get to know the dog’s condition? 

Is it something you need to know before dog walking? 

How do you do with keys, access to houses? 

What types of activates are you doing with the dogs? 

How do you get paid? 

How do you prefer to get paid? 

How do you communicate with each other? 
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Why are you dog walking? 

How often are you dog walking? 
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(all perticipants) 

What is your primary role in this scenario? 

• Parent 

• Babysitter 

• Dog owner 

• Dog walker 

• None 

 

(Parents) 

Why do you need a babysitter? 

• Date night 

• Time for myself 

• Need help driving them around 

• Night with friends 

• Work 

• Other… 

How often do you use a babysitter? 

• Never 

• Once a month 

• Twice a month 

• Once a week 

• More than once a week 

• Everyday 

How do you find your babysitter? 

• Word of mouth (references from family or friends) 

• Social gatherings 

• Church, mosque, synagogue or your house of worship 

• Gym 

• Facebook 

• Other… 

Do you interview your babysitter before hiring? 

• Yes 

• No 

• Sometimes 

• Other… 
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How do you communicate with your babysitter?   

• Text Messages 

• Phone Calls 

• Email 

• Facebook 

• Babysitter App 

• Other… 

How do you know if your babysitter is available? 

• How do you know if your babysitter is available? 

• Some sort of online schedule 

• I use a babysitter App 

• Other… 

How much do you pay your babysitter? (may check more than 1 if it varies 

for you) 

• Free 

• $10 or under 

• $11 to $15 

• $16 to $20 

• I don’t know 

• Other… 

How do you pay your babysitter? (may check more than 1 if multiple apply 

to you) 

• Cash 

• Venmo 

• Checks 

• PayPal 

• Other… 

How do you notify your babysitter about your child's needs and allergies? (may 

check more than 1 if multiple apply to you) 

• Text Message 

• Email 

• Leave a note 

• Verbally 

• Other… 
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What do you expect from the babysitter? 

• Short answer 

How is dinner (or any other meal) served during babysitting? 

• No food is served 

• Heat up home made meals 

• Heat up premade meals from the store 

• Order home delivery 

• The babysitter cooks premade recipes 

• Only small snacks 

• The babysitter cooks from scratch 

• Other… 

Is the babysitter taking the child/children out on fun activities? 

• Yes 

• No 

• Sometimes 

What happens when you do a last-minute cancellation? 

• The babysitter is not paid anything 

• The babysitter get a small amount of money 

• The babysitter is paid the full agreed price 

• It varies on how last minute I cancel 

• Other… 

What happens if the babysitter cancels? 

• Never happens 

• The babysitter finds a substitute 

• You are looking for a substitute 

• You need to cancel your plans 

• Other… 

Are you scheduling your babysitter last minute? 

• Yes 

• No 

• It happens 

If yes or it happens; Do you pay extra? 

• Yes 

• No 

• Other… 
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(Dog Owners) 

Why do you need a dog walker/sitter? 

• Vacation 

• Work 

• Travel 

• Other… 

How often do you use a dog walker? 

• Never 

• Once a month 

• Twice a month 

• Once a week 

• More than once a week 

• Everyday 

• During my vacation 

• Every weekday 

How do you find your dog walker? 

• Word of mouth (references from family or friends) 

• Social gatherings 

• Church, mosque, synagogue or your house of worship 

• Gym 

• Facebook 

• Other… 

Do you interview your dog walker before hiring? 

• Yes 

• No 

• Sometimes 

How do you communicate with your dog walker?   

• Text Messages 

• Phone Calls 

• Email 

• Facebook 

• Babysitter App 
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• Other… 

How do you know if your dog walker is available? 

• How do you know if your babysitter is available? 

• Some sort of online schedule 

• I use a babysitter App 

• Other… 

How much do you pay your babysitter? 

• Free 

• $10 or under 

• $11 to $15 

• $16 to $20 

• I don’t know 

• Other… 

How long is a typical visit? 

• Less than 15 minutes 

• 15 minutes 

• 30 minutes 

• 45 minuts 

• More than 45 minutes 

How do you pay your dog walker? (may check more than 1 if multiple apply 

to you) 

• Cash 

• Venmo 

• Checks 

• PayPal 

• Other… 

How do you notify your dog walker about your dog needs and allergies? (may 

check more than 1 if multiple apply to you) 

• Text Message 

• Email 

• Leave a note 

• Verbally 

• Other… 

What do you expect from the dog walker? 

• Short answer 
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Is the dog walker grooming your dog? 

• Yes 

• No 

What happens when you do a last-minute cancellation? 

• The dog walker is not paid anything 

• The dog walker gets a small amount of money 

• The dog walker is paid the full agreed price 

• Other… 

What happens if the dog walker cancels? 

• Never happens 

• The babysitter finds a substitute 

• You are looking for a substitute 

• You need to cancel your plans 

• Other… 

Are you scheduling your dog walker last minute? 

• Yes 

• No 

• It happens 

If yes or it happens; Do you pay extra? 

• Yes 

• No 

• Other… 

 

(Babysitters) 

How old are you? 

• 13 and under 

• 14-18 

• 19-25 

• 25-29 

• 30 an over 

Do you have access to a car? 

• Yes 

• No 

• Sometimes 

How often do you babysit? 
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• Once a month 

• Twice a month 

• Once a week 

• More than once a week 

• Everyday 

• Almost everyday 

• Other… 

Why are you babysitting? (may check more than 1 if multiple apply to you) 

• Because I like children 

• I need to earn money 

• Want some extra money  

• Other… 

Are you doing something else than babysitting? 

• Yes, I am a student 

• Yes, I work 

• Yes, I am a fulltime nanny 

• No 

• Other… 

How do you find your clients? 

• Word of mouth (references from family or friends) 

• Social gathering  

• Church, mosque, synagogue or your house of worship 

• Gym 

• Facebook 

• Other… 

Are you interviewed before starting to work for a family? 

• Yes 

• No 

• Sometimes 

How do you communicate with your clients? (may check more than 1 if 

multiple apply to you) 

• Tesxt message 

• Phone calls 

• Emails 

• Facebook 
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• Other… 

How do you get booked? (may check more than 1 if multiple apply to you) 

• I get a phone call, email, or a text message 

• Some sort of online schedule 

• Through an app 

• Other… 

•  

Are you taking the child/children out on fun activities? 

• Yes 

• No 

• Sometimse 

What are your duties as a babysitter? (may check more than 1 if multiple apply 

to you) 

• Drive the child/children to and from school 

• Watch and play with them 

• Cook lunch/dinner for the child/children 

• Tutoring 

• Help with the homework 

• Other… 

How does the family give you instructions about the child and what is 

expected of you? (may check more than 1 if multiple apply to you) 

• Text message 

• Phone call 

• During the interview 

• They leave me a note at their house 

• Email 

• Other… 

How much do you charge for babysitting? 

• Free 

• $10 and under/hour 

• $11-$15/hour 

• $16-$20/hour 

• More than $20/hour 

• Other… 

How do you get paid? (may check more than 1 if multiple apply to you) 
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• Cash 

• Venmo 

• Checks 

• Other… 

Do you get scheduled last minute? 

• Yes 

• No 

• It happens 

If yes or it happens; Do you get paid extra? 

• Yes 

• No 

• Other… 

What happens when the family last minute cancels? 

• You are not paid anything 

• You get a small amount of money 

• You get paid the full agreed price 

• It varies 

• Other… 

 

(Dog walkers) 

How old are you? 

• 13 and under 

• 14-18 

• 19-25 

• 25-29 

• 30 an over 

Do you have access to a car? 

• Yes 

• No 

• Sometimes 

How often do you dog walk? 

• Once a month 

• Twice a month 

• Once a week 

• More than once a week 
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• Everyday 

• Almost everyday 

• Other… 

Why are you dog walk? (may check more than 1 if multiple apply to you) 

• Because I like children 

• I need to earn money 

• Want some extra money  

• Other… 

Are you doing something else than dog walking? 

• Yes, I am a student 

• Yes, I work 

• Yes, I am a fulltime nanny 

• No 

• Other… 

How do you find your clients? 

• Word of mouth (references from family or friends) 

• Social gathering  

• Church, mosque, synagogue or your house of worship 

• Gym 

• Facebook 

• Other… 

Are you interviewed before starting to work for a dog owner? 

• Yes 

• No 

• Sometimes 

How do you communicate with your clients? (may check more than 1 if 

multiple apply to you) 

• Tesxt message 

• Phone calls 

• Emails 

• Facebook 

• Other… 

How do you get booked? (may check more than 1 if multiple apply to you) 

• I get a phone call, email, or a text message 

• Some sort of online schedule 
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• Through an app 

• Other… 

Are you grooming the dog? 

• Yes 

• No 

• Sometimes 

What are your duties as a dog walker? 

• Written awnser 

How does the owner give you instructions about the child and what is 

expected of you? (may check more than 1 if multiple apply to you) 

• Text message 

• Phone call 

• During the interview 

• They leave me a note at their house 

• Email 

• Other… 

How much do you charge for dog walk? 

• Free 

• $10 and under/visit 

• $11-$15/visit 

• $16-$20/visit 

• More than $20/visit 

• Other… 

How do you get paid? (may check more than 1 if multiple apply to you) 

• Cash 

• Venmo 

• Checks 

• Other… 

Do you get scheduled last minute? 

• Yes 

• No 

• It happens 

If yes or it happens; Do you get paid extra? 

• Yes 

• No 
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• Other… 

What happens when the family last minute cancels? 

• You are not paid anything 

• You get a small amount of money 

• You get paid the full agreed price 

• It varies 

• Other… 

 

 


