
TFL case study



User Manual 

A great exercise to get to 
know the team in an honest 
and non-judgmental way.

It also helps to understand 
how key people on the project 
work.

Helps establish trust and build
effective ways to collaborate 



Double Diamond Model

This case study follows the 
Double Diamond model which 
was designed by the Design 
Council

The two diamonds define the 
problem and help develop the 
solution 



Discovery - field Research

Going into the field 
and observing users, 
making notes, and 

sketches.
Interviewing users 
before, during and 
after an experience



Define user personas & 

journey maps



Problem statement - brief

Choose which problem 
to tackle, then define a problem 
statement and work out how to 
resolve it.



Develop – ideation tools



Cover story mock-up

A poster or news article showing 
the success of implementing 
an idea

Great inspiration for marketing, 
social media, and email 
campaigns



Prototype storyboard

Sketching the user journey with different touch points with the service.



Prototype the service



Testing

Beta testing of the new 
service to a section of 
users/focus group

Get feedback from users 
to refine the service 



Service Design delivery 


