
CHAMPION 
TOOLKIT

  DISCOVER

• Project Polygon

• Problem Definition

• Stakeholder Map

This Champion toolkit consists of 12 cards, 
3 cards for each stage of the process: 
Discover, Define, Develop, Deliver

For each of the 12 tools you find a A3 worksheet 
for download on the Future Cities Catapult 
project resource page.

  DEFINE

• User Journey

• Personas

• Affinity Diagram

  DEVELOP

• Service Blueprint

• Service Prototyping

• Business Model Canvas

  DELIVER

• Use Case Development

• User Testing

• 100 Day Action Plan



.

 

. 

 

PROJECT
POLYGON
HOW TO USE THIS TOOL

The project polygon is a tool for teams seeking to 

broaden their awareness of  a specific issue, answer 

specific questions, and spark solutions.

WHEN WOULD YOU USE THIS?

This is a challenge identification tool, to be used 

as the main body of a short group session.

WHY WOULD YOU USE THIS?

You would use this activity to understand the 

specifics of a particular project or policy area.

STEPS 

1.   Prior to the event, decide on the area for 

      interrogation and the 6 questions which will help

      you further define/understand the area, and write  

      them into the green hexagon, and the edges of the 

      large hexagon respectively.

2.   Before participants arrive, set out 1 polygon 

      per group, and some pens and post-its.

3.   Ask participants to work through the sections of 

      the polygon by in order, writing responses on 

      post-it notes and sticking them in each section.

4.   Repeat until polygon is complete.

5.   Ask a participant in each group to briefly 

      talk through the polygon to the rest of the 

      participants.

6.   Facilitate any group discussion about why certain 

      things have been placed in each section, and what

      may be missing. 

PURPOSE: DISCOVER

 

COSTS

 

 

 

 

 

QUESTION

RISKS & OPPORTUNITIES

CONTEXT
OUTCOM

ES & IM
PACT

ST
AK

EH
OL

DE
RS

OU
TP

UT
S

A2+
We recommend printing this worksheet 

at A2 size or larger.



PROBLEM
DEFINITION TOOL
HOW TO USE THIS TOOL

Use this tool to encourage team members to 

define a problem and confirm the strategic direction 

of a project. 

This tool provides a useful means of aligning project 

teams by helping to articulate the process and  reflect 

on how best to frame the opportunity. 

STEPS 

1.   The person delivering this activity should explain

      the proposition the group is focusing on.

2.   Using sticky notes the group populates each of    

      the boxes and complete the process with a brief

      explanation of the proposition.

PURPOSE: DISCOVER

 

PROPOSITION DEFINITION USER SEGMENTS

PROBLEM / ISSUE DEFINITION ORGANISATIONAL / WIDER RESOURCES

Who are the target users of this service?

What are the key characteristics of your target users?

 What are your target users trying to achieve?

What is the service (or big idea)?

What are the characteristics of this service?

What is the impact (or expected results) of this service?

What is the problem this service will solve?

What are the broader issues that cause this problem?

(E.g. political, economic, social... etc.)

What research do you have which supports 

this solution / idea / hypothesis?

Who are the supporting partners and 

organisations delivering this service?

Who do they rely on to deliver their services?

PROJECT OVERVIEW
Using the statements from each 

of the four segments to capture 

the essence of the initiative in 

a few sentences

(100 words max).

A3+
We recommend printing this worksheet 

at A3 size or larger.



STAKEHOLDER
MAP
HOW TO USE THIS TOOL

Use this tool to identify and plot the companies, 

institutions and people who are involved in your 

project, could influence it, or could be affected by it. 

Use different coloured sticky notes to indicate who 

are the people using the service and who is providing 

a service. Once completed, this map will help you 

identify and prioritise who needs to be informed 

about the project - this will help you define your 

communications approach.

STEPS 

1. Start by writing the challenge that you are solving     

 in the centre of your map e.g. “What stakeholders 

 are most important to the launch of your 

 project?” consider government, businesses, etc.

2. In turn, think about each of the stakeholders in 

 your project, write them down on sticky notes 

 and group them into categories

3. Now arrange these by importance to your 

 project. Stick the most important ones closest 

 to the centre and those least important towards  

 the edge. 

4.  Once you’ve done this, go back to the centre of  

 your map, and think of the people who are most  

 likely to be impacted by your project. Use   

 different coloured post-its, and start in the centre,  

 and work your way out.

PURPOSE: DISCOVER

A2+
We recommend printing this worksheet 

at A2 size or larger.



AFFINITY
DIAGRAM
HOW TO USE THIS TOOL

An Affinity Diagram is a great tool for making sense 

of chaotic information. It takes large amounts of 

language, opinions issues, ideas and thought, and 

groups them together according to their natural 

patterns and similarities.

STEPS 

1. Collect all your thoughts, ideas, opinions and  

 issues and write them onto sticky notes.

2. Place sticky notes with similar ideas together     

 and create new groups when ideas do not fit into  

 an existing group.

3. Create an information structure and discover  

 themes. Rank clusters according to importance.

THEME 1 THEME 2

PURPOSE: DEFINE

COLLECTIONS

GROUP 
Create groups and give 

them a name that means 

something to you. 

Create new groups when 

ideas do not fit into an 

exisiting group.

GROUP 

THEME 3

Write your thoughts, ideas, opinions and 

issues on sticky notes & group similar 

ideas together

1

3

2

GROUP GROUP GROUP GROUP 

START HERE

A2+
We recommend printing this worksheet 

at A2 size or larger.



PERSONA

HOW TO USE THIS TOOL

A Persona is a character that embodies rigorous 

market and user research with real people 

(interviews, focus groups, surveys) in one easy 

to recognise person. 

Personas are visualised people, enhanced through 

visual materials, supported with quotes, that reflect 

the research you will have done in the real world. 

They should feel authentic.

STEPS 

1. Review your research and start to group people 

 by characteristics.

2. Once you’ve identified your different ‘personas’  

 give them new traits, like: Name, Age, Location,  

 Profession, Background, Goals & Values, Key   

 insights, Issues & Challenges, Skills &   

 Experiences, Likes, Dislikes – adapt these 

 as most useful for your work.

3. Add visual material (like a picture, drawing,   

 model) and quotes to support your persona.

NAME:

AGE:

LOCATION:

PROFESSION:

MY BACK-STORY:
e.g. My family, my studies, my work...

CAPACITIES & RESOURCES:
e.g. I can easily... I can’t easily.... My skills are...

because...

GOALS & VALUES:
e.g. The future I want is... 

because...

NETWORKS & SOCIAL 
CONNECTIONS
e.g. Strong / weak connections with people, 

places and organisations...

I LIKE / DISLIKE: BELIEFS ABOUT CHANGE:
e.g. How I think about the future...

DEVICES & TECHNOLOGY:
e.g. My competencies, things I have around me... 

because...

VIEWS & PRECONCEPTIONS:
e.g. My current view of this context is... 

I heard/read that... is good/bad because...

ISSUES & CHALLENGES
e.g. The things I struggle with...

KEY INSIGHTS

PURPOSE: DEFINE

A3+
We recommend printing this worksheet 

at A3 size or larger.



USER 
JOURNEY
HOW TO USE THIS TOOL
A User Journey visualises the experiences a user or 

customer has over time and space as a sequence of 

steps. This shows all the different interactions the 

user has.

STEPS 

1. Describe the user whose journey you are going to 

 map out on the diagram.

2. Split your project or product into the following 

 stages: Before Service, During Service and 

 After Service.

3. Write down or draw each step in the order they 

 happen throughout each stage.

4. As you start to map the journey, links between 

 steps and gaps in your service will start to appear.

5. You may need to create numerous user journeys 

 for the various stakeholders/users in your service.

PURPOSE: DEFINE

USER JOURNEY

Describe your user:

START HERE

Before Service After Service

During Service

1

2

3
A2+

We recommend printing this worksheet 

at A2 size or larger.

Find the full–size worksheet on the next page



USER JOURNEY

Describe your user:

START HERE

Before Service After Service

During Service



SERVICE
PROTOTYPING

1. SELECT AN IDEATION APPROACH 2. SELECT YOUR PROTOTYPING METHOD

3. EVALUATE YOUR PROCESS

PURPOSE: DEVELOP

Source: Service Innovation Handbook (Kimble)

FINDINGS
e.g. Observations you’ve made during 

your tests with users

Using your service journey select a touch-point (a 

point in your journey where your user will experience 

a part of your service) that you would like to examine 

in more detail. You will use this touch-point as a basis 

for developing a range of concepts and ideas which 

you will then develop into prototypes. 

First, begin by researching and selecting an ideation 

approach. There are lots to choose from, so you 

may need an experienced facilitator to support 

with this activity.

EXAMPLE IDEATION TECHNIQUE:

10+10

Working alone, begin by quickly sketching lots of 

ideas that can respond to your chosen touch-point 

or service objectives.

PROCESS

1. Begin by generating 10 ideas. There are different  

 ways to communicate your concepts: you can  

 write, draw or create diagrams. You have 10   

 minutes to complete the task.

2. Take the most promising idea as a new starting  

 point. Create 10 more variations of that particular  

 idea. Use the Brainstorm Action Cards to get   

 inspired. You have another 10 minutes to

 complete this. 

3. Present your findings back to the group

Based on a method from: “This Is Service Design Doing” 
(Stickdorn, Hormess, Lawrence, Schneider)

Now that you’ve agreed which concepts to prototype, 

it’s time to decide your method of production. As with 

the previous task, this can be conducted by internal 

teams, but bringing in an external facilitator can you 

really helpful to support this stage

EXAMPLE PROTOTYPING TECHNIQUES:

CARDBOARD PROTOTYPING:

This method utilises cheap materials to build 3d 

mock-ups of spaces and large objects. It’s great for 

conducting role play activities or user-observations. 

You can film or photograph interactions to support 

your development.

PAPER PROTOTYPING:

This method allows research participants to mock-up 

paper-based screens of digital interfaces to trial or 

simulate functionality or user flow of website screens 

or apps. It’s a great first step for researching before 

investing in digital prototypes.

INTERACTIVE CLICK-ABLE PROTOTYPES 
OR WIRE-FRAMES:

These tools can be an effective next step from 

paper-based prototypes, but require specialist skills 

and software. These tools allow research participants 

to access to high-quality representations of digital 

platforms. They include interactive screens that 

mimic real-life apps. They can be used for more 

formalised product-testing in lab conditions. 

TEST YOUR APPROACH WITH USERS:

Once you have built your prototype, you must test it 

with authentic, real-world end users. This is perhaps 

the most important stage of prototyping, testing and 

learning. There are a wide range of methods for 

conducting uesr-testing, such as: 

1. User research interview / trials

2. Street Intercepts

3. Role Playing 

4. UX Testing 

INSIGHTS
e.g. What do your observations tell you?

NEW CONCEPTS
e.g. Potential new ideas and proposals

NEW QUESTIONS
e.g. What might you like to explore next?

METHODS
e.g. How might you conduct 

these new enquiries?

HOW TO USE THIS TOOL

Use Service Prototyping to design and test a mock-up 

version of your service. This helps your users to 

experience your service early on, and to provide 

feedback. This will give you evidence and data that 

will help you move your service closer to being ready 

for delivery in the real world.

STEPS 

1. Select a touch-point in your service journey 

 that you would like to examine in more detail.

2. Select your ideation approach.

3. Select you prototyping method.

4. Evaluate your process.

A3+
We recommend printing this worksheet 

at A3 size or larger.



BUSINESS
MODEL CANVAS
HOW TO USE THIS TOOL

A business model canvas is a one page overview that 

lays out both what you do (or want to do), and how 

you go about doing it; enabling structured 

conversations around management and strategy 

by laying out the crucial activities and challenges 

involved with your initiative, and how they relate

 to each other. 

The individual elements prompt thoughts within the 

separate activities or resources, while the having a 

complete overview encourages fresh perspectives 

and ideas about how those pieces fit together. This 

structure also helps to keep group discussions more 

focused and bring everyone onto the same page.

STEPS 

1. The easiest way is to start by filling out what you 

 do – in the centre. This helps to keep the focus 

 on your main goal as you fill out the other   

 building blocks

2. Build on that goal and see how it can be achieved 

 by adding details as keywords on sticky-notes to 

 the other activities, resources and impacts.

3. Move ideas around as you fill out each building 

 block, consider colour-coding elements related to 

 a specific customer segment / impact.

TIP: Sketch out alternative business models for the 

same product / service / technology. Consider to 

practice and learn new ways of doing things by 

mapping out new or innovative business models 

that you admire or come across.

PURPOSE: DEVELOP

BRIEF DESCRIPTION

DESIGNED FOR

DESIGNED BY

ON

ITERATION NUMBER

DAY / MONTH / YEAR

WHAT DO WE DO?
VALUE PROPOSITION

What core value do we deliver to our customer / audience? 

Which one of our customer’s problems are we helping to solve? 

What bundles of products and services are we offering to each 

Customer Segment? Which customer needs are we satisfying?

HOW DO WE INTERACT?
CUSTOMER RELATIONSHIP

What type of relationship does each of our Customer Segments 

expect us to establish and maintain with them? Which ones 

have we established? How are they integrated with the rest of 

our business model? How costly are they?

WHO DO WE HELP?
CUSTOMER SEGMENTS

For whom are we creating value?

Who are our most important customers?

WHO WILL HELP US?
KEY PARTNERS / KEY SUPPLIERS / KEY ACTIVITIES

Who are our Key Partners? Who are our 

key suppliers? Which Key Resources are we 

acquiring from partners? Which Key Activities 

do partners perform?

HOW DO WE REACH THEM?
DISTRIBUTION CHANNELS

Through which Channels do our Customer Segments 

want to be reached? How are our Channels integrated? 

Which ones work best? Which ones are most effective 

or cost-efficient? How are we integrating them with 

customer routines?

HOW DO WE HELP?
KEY ACTIVITIES

What Key Activities do our Customers, our Key Partners, 

Key suppliers require? Our Distribution Channels? Customer 

Relationships? Our upcycling, data sharing, economic value, 

social value, ecological value? Revenue streams?

HOW DO WE DO IT?
KEY ACTIVITIES

What Key Activities do our Value Propositions require? 

Our Distribution Channels? Customer Relationships? 

Our upcycling, data sharing, economic value, social value, 

ecological value? Revenue streams?

WHAT DO WE NEED?
KEY RESOURCES – HUMAN  / INTELLECTUAL RESOURCES

START HERE

TECHNICAL RESOURCES BIOLOGICAL RESOURCES ENERGY RESOURCES

IMPACT
POSITIVE

IMPACT
NEGATIVE

REVENUE

COST What are the most important costs in our work?

Which Key Resources & Key Activities are most expensive?

For what value are your audiences willing to pay?

What and how do they recently pay? How would they prefer to pay?

How much does every revenue stream contribute to the overall revenues?

BUSINESS MODEL CANVAS

A1+
We recommend printing this worksheet 

at A1 size or larger.

Find the full–size worksheet on the next page



BRIEF DESCRIPTION

DESIGNED FOR

DESIGNED BY

ON

ITERATION NUMBER

DAY / MONTH / YEAR

WHAT DO WE DO?
VALUE PROPOSITION

What core value do we deliver to our customer / audience? 

Which one of our customer’s problems are we helping to solve? 

What bundles of products and services are we offering to each 

Customer Segment? Which customer needs are we satisfying?

HOW DO WE INTERACT?
CUSTOMER RELATIONSHIP

What type of relationship does each of our Customer Segments 

expect us to establish and maintain with them? Which ones 

have we established? How are they integrated with the rest of 

our business model? How costly are they?

WHO DO WE HELP?
CUSTOMER SEGMENTS

For whom are we creating value?

Who are our most important customers?

WHO WILL HELP US?
KEY PARTNERS / KEY SUPPLIERS / KEY ACTIVITIES

Who are our Key Partners? Who are our 

key suppliers? Which Key Resources are we 

acquiring from partners? Which Key Activities 

do partners perform?

HOW DO WE REACH THEM?
DISTRIBUTION CHANNELS

Through which Channels do our Customer Segments 

want to be reached? How are our Channels integrated? 

Which ones work best? Which ones are most effective 

or cost-efficient? How are we integrating them with 

customer routines?

HOW DO WE HELP?
KEY ACTIVITIES

What Key Activities do our Customers, our Key Partners, 

Key suppliers require? Our Distribution Channels? Customer 

Relationships? Our upcycling, data sharing, economic value, 

social value, ecological value? Revenue streams?

HOW DO WE DO IT?
KEY ACTIVITIES

What Key Activities do our Value Propositions require? 

Our Distribution Channels? Customer Relationships? 

Our upcycling, data sharing, economic value, social value, 

ecological value? Revenue streams?

WHAT DO WE NEED?
KEY RESOURCES – HUMAN  / INTELLECTUAL RESOURCES

START HERE

TECHNICAL RESOURCES BIOLOGICAL RESOURCES ENERGY RESOURCES

IMPACT
POSITIVE

IMPACT
NEGATIVE

REVENUE

COST What are the most important costs in our work?

Which Key Resources & Key Activities are most expensive?

For what value are your audiences willing to pay?

What and how do they recently pay? How would they prefer to pay?

How much does every revenue stream contribute to the overall revenues?

BUSINESS MODEL CANVAS



Using the service After use
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SERVICE BLUEPRINT

SERVICE
BLUEPRINT
HOW TO USE THIS TOOL
A Service Blueprint is a detailed visual representation 

of the total service over time and space. It will help 

you visualise the relationships between different 

service components. This tool provides a useful 

method to reveal gaps and opportunities in a 

service offering, and enables participants to assign 

responsibilities and time-frames to the opportunities 

that emerge.

STEPS 

1. Map a user’s journey / progress through different    

 service stages step by step.

2. Identify what touchpoints they encounter, and  

 map what is happening step by step. Include what  

 is going on behind the scenes to make it work.

3. Using the sticky notes to add insights,   

 observations and questions to the rows below 

 the journey.

PURPOSE: DEVELOP

2

3

1

A2+
We recommend printing this worksheet 

at A2 size or larger.

Find the full–size worksheet on the next page



Using the service After use
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100 DAY ACTION PLAN

Desired Outcomes

1.

2.

3.

4.

5.

First Steps By the end of the first 30 days __/__/__ By the end of the first 60 days __/__/__ By the end of the first 90 days __/__/__ Reflections

We will... We will... We will... We will...

We will... We will... We will... We will...

We will... We will... We will... We will...

We will... We will... We will... We will...

We will... We will... We will... We will...

e.g. What went well / less well? 
       Did the outcome change? Why?

e.g. What went well / less well? 
       Did the outcome change? Why?

e.g. What went well / less well? 
       Did the outcome change? Why?

e.g. What went well / less well? 
       Did the outcome change? Why?

e.g. What went well / less well? 
       Did the outcome change? Why?

100 DAY
ACTION PLAN
HOW TO USE THIS TOOL

Use the 100 Day Action Plan to set out the work that 

needs to be done, broken into parts and activities, 

spreading it out across 100 days. 

This tool will help you to agree your desired 

outcomes and record the steps needed to make 

it a reality.

STEPS 

1. Identify five outcomes your team would 

 like to see.

2. As a team, discuss the steps, actions and 

 opportunities available to you that can make   

 these a reality.

3. Plot these opportunities and steps into 

 the categories.

4.   Reflect on each of your activities as you progress  

 through them – capture the lessons learned in the  

 final section.

PURPOSE: DELIVER

41 2 3

A1+
We recommend printing this worksheet 

at A1 size or larger.

Find the full–size worksheet on the next page



100 DAY ACTION PLAN

Desired Outcomes

1.

2.

3.

4.

5.

First Steps By the end of the first 30 days __/__/__ By the end of the first 60 days __/__/__ By the end of the first 90 days __/__/__ Reflections

We will... We will... We will... We will...

We will... We will... We will... We will...

We will... We will... We will... We will...

We will... We will... We will... We will...

We will... We will... We will... We will...

e.g. What went well / less well? 
       Did the outcome change? Why?

e.g. What went well / less well? 
       Did the outcome change? Why?

e.g. What went well / less well? 
       Did the outcome change? Why?

e.g. What went well / less well? 
       Did the outcome change? Why?

e.g. What went well / less well? 
       Did the outcome change? Why?



USE CASE
DEVELOPMENT
HOW TO USE THIS TOOL

A Use Case is a usefula planning tool that ensures 

that the users or customers have the best experience 

possible. It outlines all that is needed for a particular 

process to succeed and all the people involved in it.

STEPS

1. Fill in the nine common sections: Name, 

 Brief decription, Goals & Pre-conditions & 

 Impacts, Actors, Flow, Diagram, Priority, 

 Trigger, Stakeholders.

 TIP: feel free to remove or add sections

 as you need them.

2. Include a diagram that shows what needs 

 to be done and who does it.

NAME

PURPOSE: DELIVER

BRIEF DESCRIPTION

GOALS, PRE-CONDITIONS AND IMPACTS

DIAGRAM

ACTORS PRIORITY STAKEHOLDERS

TRIGGER

FLOW - BASIC, ALTERNATES, EXCEPTIONS

What are the actions to be performed? 
Why? How often? How important 
are they?

The person or people who will perform 
the steps of this use case. Focus on 
Primary Actors (people who will do 
most of the actions) first

How important is this case (High - 
Medium - Low)? This will help your 
people to work out the right amount 
of time to spend on this.

Describe the action that starts 
this use case.

A diagram helps to visualise what 
needs to be done and who does it

The BASIC FLOW is the best case scenario
The ALTERNATES show possible alternative routes 
The EXCEPTIONS describe what happens when 
something goes wrong. Exceptions are as important 
to define as basic flow. 

Who are the people that are 
going to be affected?

What are the goals? What needs to be in place before this use 
case can start? What needs to happen before our goals can be 
reached? Describe the positive and negative impact. Consider 
the economic and social, technological and biological 
impacts of your use case. 

A3+
We recommend printing this worksheet 

at A3 size or larger.



USER TESTING
AUTHOR

PURPOSE: DELIVER

PRODUCT / SERVICE 
UNDER TEST

TEST OBJECTIVES

BUSINESS CASE

PROCEDURE

SOURCE: USERFOCUS

PARTICIPANTS

EQUIPMENT

TEST TASKS RESPONSIBILITIES

LOCATION & DATES

OBSERVER CONTACT FINAL DATE

What’s being tested? What are 
the business and experience goals 
of the product / service?

What are the goals of the
usability test? What specific
questions will be answered?
What hypotheses will be tested?

What are the test tasks? Who is involved in the test and
what are their responsibilities?

Why are we doing this test?
What are the benefits? What are
the risks of not testing?

What equipment is required?
How will you record the data?

What are the main steps in the test procedure?

Where and when will the test
take place? When and how will
the results be shared?

How many participants will be
recruited? By whome? What are their 
key characteristics?

HOW TO USE THIS TOOL

Use Service Prototyping to design and test a mock-up 

User testing helps you understand how good your 

product service is and what needs to be improved. 

Ask people (test users) to complete typical tasks while 

you observe, watch, listen and take notes. 

Consider: 

•   How well the goal is reached. 

•   How accurately the task completed (effectiveness).

•   How quickly this task can be completed (efficiency).

•   How satisfying it is to use (engagement).

•   How well does your product / service stops your 

user from making mistakes.

•   How well the user recovers from mistakes

(error tolerance).

•   How easy is it for your product or service to learn.

•   How well your product / service can be maintained, 

changed or updated (efficient in resources)

STEPS 

1. Identify the user of your product service & 

 the task to test.

2. Find a venue and dates for your test.

3. Create some documentation that describes

      the product / service you are testing.

4. Explain why you need to do this test 

     (business case).

5. Tell the users  what you want to find out. 

 Be as specific as possible (test objective).

6. Demonstrate what will happen during 

 the test to your user.

A3+
We recommend printing this worksheet 

at A3 size or larger.
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