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MODERNIST WORKSHOP SERIES

SERVICE SLICES: MODELING 
WORK AND SERVICES
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SERVICE SLICES

Service slices isolate specific aspects of an 
experience, so we can better make sense of 
complexity.
Our goals are:

• To hone in on specific touchpoints, in order to better understand and 

empathize 

• To create a visual representation of something intangible, in order to 

create a shared language among the design team

• To develop artifacts that communicate complexity in a simple and 

easily consumable format
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SERVICE SLICES

Service slices cut through time.
Experiences are shaped by interactions of a variety of types. Service slices 

cut through the time of interactions, essentially freezing time in order to 

inspect the experience.

We’ll inspect each step of the experience through four lenses, crafting a 

diagram for each lens:

1. Behavior and information exchange

2. Power, policy, influence and emotion

3. Artifacts

4. Environments
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SERVICE SLICES

How to create service slices:
Service slice diagrams are created through a rigorous process:

1. Hand out the transcript; make sure everyone has a copy with line 

numbers labeled. Individually, read the entire interview.

2. As a group, discuss the interview in general terms to make sure 

everyone is at the same starting point.

3. Set up large sheets of paper on the walls, one for each slice.

4. Step through the interview transcript line by line, and begin to create 

the slices. For each line in the transcript, make additions to each slice 

as relevant.

5. Identify problems, frustrations, and disconnects with a 

6. Add design ideas to the design idea parking lot
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SERVICE SLICES

We’ll create four different slices:

Power, policy, influence and emotion

Artifacts Environment

Behavior and information exchange
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SERVICE SLICES

Behavior & information exchange
The things people do, and the information that is shared, during a service 

experience: how work is divided among roles and coordinated.

Communicates goal to clerk (3)

Describes indecisiveness (5)

Flash tattoo
art books

Jim’s 
art books

Identifies tattoo selection (10)

Liability
waiver

Distributes consent form,
jokes about it (13)

Doesn’t read form (22)
Signs form (22)

Presents ID (15) ID

Asks about price (18)

Coupon

Has coupon (20)

Waits (23)

Rose 
tattoo

Communicates fear (29, 31)

Greets customer (24)

Sarah 
(Front-Desk 

Clerk)

Deposit
Pays (35)

Requires (34)

Jim 
(Tattoo 
Artist)

Matt 
(Customer)

Greets customer (24)

Reassures customer (32)

Selects tattoo (25)

Explores art book (9)

Offers help, 
and inquires about intent (4, 8)

Doesn’t know about pricing (19)

Shows sample art books (6)
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SERVICE SLICES

Behavior & information exchange
The things people do, and the information that is shared, during a service 

experience: how work is divided among roles and coordinated.

Communicates goal to clerk (3)

Sarah 
(Front-Desk 

Clerk)

Matt 
(Customer)
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SERVICE SLICES

Behavior & information exchange
The things people do, and the information that is shared, during a service 

experience: how work is divided among roles and coordinated.

Communicates goal to clerk (3)

Sarah 
(Front-Desk 

Clerk)

Matt 
(Customer)

Offers help, 
and inquires about intent (4)
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SERVICE SLICES

Behavior & information exchange
The things people do, and the information that is shared, during a service 

experience: how work is divided among roles and coordinated.

Communicates goal to clerk (3)

Describes indecisiveness (5)

Sarah 
(Front-Desk 

Clerk)

Matt 
(Customer)

Offers help, 
and inquires about intent (4)
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SERVICE SLICES

Behavior & information exchange
The things people do, and the information that is shared, during a service 

experience: how work is divided among roles and coordinated.

Communicates goal to clerk (3)

Describes indecisiveness (5)

Flash tattoo
art books

Sarah 
(Front-Desk 

Clerk)

Matt 
(Customer)

Offers help, 
and inquires about intent (4)

Shows sample art books (6)



MODERNIST WORKSHOP SERIES

© 2020 Modernist Studio, Confidential & Proprietary 12

SERVICE SLICES

Behavior & information exchange
The things people do, and the information that is shared, during a service 

experience: how work is divided among roles and coordinated.

Communicates goal to clerk (3)

Describes indecisiveness (5)

Flash tattoo
art books

Sarah 
(Front-Desk 

Clerk)

Matt 
(Customer)

Offers help, 
and inquires about intent (4)

Shows sample art books (6)

Jim’s 
art books

Explores art book (9)
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SERVICE SLICES

Behavior & information exchange
The things people do, and the information that is shared, during a service 

experience: how work is divided among roles and coordinated.

Communicates goal to clerk (3)

Describes indecisiveness (5)

Flash tattoo
art books

Jim’s 
art books

Identifies tattoo selection (10)

Liability
waiver

Distributes consent form,
jokes about it (13)

Doesn’t read form (22)
Signs form (22)

Presents ID (15) ID

Asks about price (18)

Coupon

Has coupon (20)

Waits (23)

Rose 
tattoo

Communicates fear (29, 31)

Greets customer (24)

Sarah 
(Front-Desk 

Clerk)

Deposit
Pays (35)

Requires (34)

Jim 
(Tattoo 
Artist)

Matt 
(Customer)

Greets customer (24)

Reassures customer (32)

Selects tattoo (25)

Explores art book (9)

Offers help, 
and inquires about intent (4, 8)

Doesn’t know about pricing (19)

Shows sample art books (6)



MODERNIST WORKSHOP SERIES

© 2020 Modernist Studio, Confidential & Proprietary 14

SERVICE SLICES

Behavior & information exchange
Individuals are represented by circles.

Communicates goal to clerk (3)

Describes indecisiveness (5)

Flash tattoo
art books

Jim’s 
art books

Identifies tattoo selection (10)

Liability
waiver

Distributes consent form,
jokes about it (13)

Doesn’t read form (22)
Signs form (22)

Presents ID (15) ID

Asks about price (18)

Coupon

Has coupon (20)

Waits (23)

Rose 
tattoo

Communicates fear (29, 31)

Greets customer (24)

Deposit
Pays (35)

Requires (34)

Greets customer (24)

Reassures customer (32)

Selects tattoo (25)

Explores art book (9)

Offers help, 
and inquires about intent (4, 8)

Doesn’t know about pricing (19)

Shows sample art books (6)

Sarah 
(Front-Desk 

Clerk)

Jim 
(Tattoo 
Artist)

Matt 
(Customer)
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SERVICE SLICES

Behavior & information exchange
Artifacts (including physical and digital touchpoints) are indicated by 

rectangles

Communicates goal to clerk (3)

Describes indecisiveness (5)

Flash tattoo
art books

Jim’s 
art books

Identifies tattoo selection (10)

Liability
waiver

Distributes consent form,
jokes about it (13)

Doesn’t read form (22)
Signs form (22)

Presents ID (15) ID

Asks about price (18)

Coupon

Has coupon (20)

Waits (23)

Rose 
tattoo

Communicates fear (29, 31)

Greets customer (24)

Sarah 
(Front-Desk 

Clerk)

Deposit
Pays (35)

Requires (34)

Jim 
(Tattoo 
Artist)

Matt 
(Customer)

Greets customer (24)

Reassures customer (32)

Selects tattoo (25)

Explores art book (9)

Offers help, 
and inquires about intent (4, 8)

Doesn’t know about pricing (19)

Shows sample art books (6)
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SERVICE SLICES

Behavior & information exchange
Each item includes a line number from the transcript, acting as a citation 

back to the core content.

Communicates goal to clerk (3)

Describes indecisiveness (5)

Flash tattoo
art books

Jim’s 
art books

Identifies tattoo selection (10)

Liability
waiver

Distributes consent form,
jokes about it (13)

Doesn’t read form (22)
Signs form (22)

Presents ID (15) ID

Asks about price (18)

Coupon

Has coupon (20)

Waits (23)

Rose 
tattoo

Communicates fear (29, 31)

Greets customer (24)

Sarah 
(Front-Desk 

Clerk)

Deposit
Pays (35)

Requires (34)

Jim 
(Tattoo 
Artist)

Matt 
(Customer)

Greets customer (24)

Reassures customer (32)

Selects tattoo (25)

Explores art book (9)

Offers help, 
and inquires about intent (4, 8)

Doesn’t know about pricing (19)

Shows sample art books (6)
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SERVICE SLICES

Behavior & information exchange
The things people do, and the information that is shared, during a service 

experience: how work is divided among roles and coordinated.

Communicates goal to clerk (3)

Describes indecisiveness (5)

Flash tattoo
art books

Jim’s 
art books

Identifies tattoo selection (10)

Liability
waiver

Distributes consent form,
jokes about it (13)

Doesn’t read form (22)
Signs form (22)

Presents ID (15) ID

Asks about price (18)

Coupon

Has coupon (20)

Waits (23)

Rose 
tattoo

Communicates fear (29, 31)

Greets customer (24)

Sarah 
(Front-Desk 

Clerk)

Deposit
Pays (35)

Requires (34)

Jim 
(Tattoo 
Artist)

Matt 
(Customer)

Greets customer (24)

Reassures customer (32)

Selects tattoo (25)

Explores art book (9)

Offers help, 
and inquires about intent (4, 8)

Doesn’t know about pricing (19)

Shows sample art books (6)
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SERVICE SLICES

Power, policy, influence & emotion
The way people feel, and what influences and causes those feelings. 

People and policies are represented by circles.

Matt 
(Customer)

Explains how the tattoo 
selection process works, 
building trust and confidence 
(6)

Jokes about the consent form, 
trivializing it in order to 
diminish feelings of mistrust 
(13)

Expresses nervousness 
about the tattooing process 
(16)

Expresses nervousness 
about the tattooing process 
(31)

Explains that tattooing doesn’t 
hurt, building trust and 
alleviating concern (17)

Requires consent form, further 
emphasizing the potential of 
risk and adding to feelings of 
nervousness (13)

Sarah 
(Front-Desk 

Clerk)

Explains that tattooing doesn’t 
hurt, building trust and 
alleviating concern (32)

Requires deposit to make sure 
client can pay, implying a lack of 
trust of customer (34)

Jim 
(Tattoo 
Artist)
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Table (89) Motor (94) Consent Form (22): 
Difficult to understand

Palette (99) Paper Towels (88)Flip Switch (110)

Machine (94) Barrel (94) Disposable Surfaces 
(88)

Ink (99) Used Paper Towels 
(140-144): Potential 

biohazard

Sterile Needle 
Packaging (94)

Trash Can (140-144) Chair (66) Needle  (94)Vaseline (120) Work Portfolio (9)

SERVICE SLICES

Artifacts
The items (both physical and digital) that are used throughout the service 

experience, represented by illustrative sketches.



MODERNIST WORKSHOP SERIES

© 2020 Modernist Studio, Confidential & Proprietary 20

SERVICE SLICES

Environment
The place where a service experience occurs; the physical space and 

context. Plan-view (top down), with the ability to show movement.

Shelf (58) Lamp (63).  Constantly re-adjusting.

Sink (88)

Machine 
power 
source (59)

Chair (91)

Artist & 
Chair (94)

Ink Palette 
(110)

Needles 
(94)
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SERVICE SLICES

Why are we doing this?
By creating service slices, we:

1. Build tacit understanding of how a service is experienced, so that we 

can empathize with users and customers.

2. Simplify a service so that we can identify and think about touchpoints 

individually and in a limited context.

3. Start to think about how time plays a role in our experience with a 

service.
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ACTIVITY

Building Service Slices
1. Pin up four large sheets of paper, and label them:

• Behavior and information exchange

• Power, policy, influence and emotion

• Artifacts

• Environments

2. Work through the transcript line by line.

3. For each line, identify if there are things you can add to each sheet of 

paper. If there are, add them, and label them with the transcript line 

number.

4. When you identify disconnects or problems, add a        

5. (Optional) When you are done, recreate the diagrams in Illustrator so 

that they are legible. 

Behavior and Information 
Exchange

Power, Policy, Influence 
and Emotion

Artifacts Environments



- thanks!

www.moderniststudio.com
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