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Overview This standard is about designing and developing specific services within the 

strategy for service provision and access, and determining how these services 

will be delivered cost effectively. It is also concerned with scoping and defining 

the services or mix of services required to meet the needs of specific customer 

groups with particular needs, e.g. services for students, researchers, business 

communities, children, disadvantaged groups, etc. 

This standard is applicable to people in management and practitioner roles who 

contribute to the planning and design of services and who will be responsible 

for and/or actively engaged in service delivery and the definition of customer 

needs. It is also applicable, in part, to people in operational roles who can 

contribute to service design from the perspective of delivering front line 

services. 
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Performance 
criteria 

You must be able to: P1 develop and deliver clear and measurable service provision plans for 

each service area 

P2 identify the market segments (specific customer groups) for which 

services may be relevant 

P3 work with a specific group of customers to determine the services they 

need 

P4 specify and design the service, using the expertise of colleagues and 

involving customers 

P5 assess the likely cost benefit of the service, including its anticipated 

value and impact and the cost of developing and sustaining the service 

P6 prioritise the need for a service 

P7 develop a plan for development and delivery of the service or cluster of 

services 

P8 develop a business case to secure approval to develop the service and 

to secure resources 

P9 ensure that the plan is executed to time and budget including testing 

the service 

P10 train those who will be involved in service delivery 

P11 capture experience with the service and monitor its use and 

effectiveness 

P12 report on the value of the service 

P13 review and enhance the service if appropriate 
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Knowledge and 
understanding 

You need to know and 
understand: 

K1 how to identify specific customer groups for which services are relevant 

K2 how to determine organisational needs and the needs of customer 

groups for services (customer needs analysis, market research, and 

community profiling techniques) 

K3 user behaviour and its influence on service design 

K4 the range of potential services that are relevant to the needs of your 

customers 

K5 the tools and techniques that enable the provision of services 

K6 how to assess the potential value and impact of a proposed service 

and to undertake a cost benefit analysis 

K7 justifying and making a business case for a new service 

K8 project planning and management of a service development 

K9 how to assess the use and value of a service 
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Additional Information 

Behaviours 1. You identify trends in services, processes and systems and judge

their relevance and importance to your organisation and your services

2. You actively look for new and improved services that will deliver real

value to your customers and to specific communities

3. You recognise the importance of fostering partnerships with specific

communities as essential to the design, development and delivery of

effective services

4. You seek to understand the various contexts which determine your

customers' needs for services

5. You want to bring innovative thinking to service design

Links to other 
NOS 

This standard has links with 

MSC F9 – Building your organisation's understanding of its market and 

customers in the NOS for Management and Leadership, developed by the 

Management Standards Centre.  
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