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Service 

Design 

Practices 

Sensing Surprise Perceiving Multiples Embodying Alternatives 

Definition Experiencing a bodily 

sensation that challenges 

an actor’s existing mental 

model. 

Becoming sensitive to 

alternative mental models 

through interaction with 

other actors. 

Enacting different mental 

models to understand 

their implications. 

Components 
• An unexpected event or 

stimulus 

• New information is 

taken in through the 

senses 

• Feelings of shock or 

awe 

• Several interpretations of 

one situation are 

recognized 

• Direct or indirect 

discussion with other 

actors  

• Feelings of conflict, 

uneasiness, or confusion 

• Physical testing of 

different ways of 

working  

• The process of iteration 

and adaptation 

• Feelings of uncertain 

optimism or frustration 

 

Enabling 

Conditions 

• Intentional staging of a 

provocative situation 

• Coaching an actor to 

aid them in noticing 

new things 

• Actor’s engagement 

and understanding of 

the context 

• Diversity of actors 

• Openness and safety of 

actor 

• Visual and tangible tools 

• Skilled facilitation to 

support sharing 

• Different context to 

explore possibilities 

• Supportive physical 

materials 

• Possibility for 

repetition and ongoing 

change in ways of 

working 

Table 1. Types of service design practices and their enabling conditions 
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