
“Good design is good business”
Design-led firms had 211% 
higher returns than S&P 500
over 10 years - DMI
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What’s the [real] problem you’re trying to solve?
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Explore 
solutions
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Explore 
problems

Explore 
solutions

Look at problems before creating solutions
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Journey mapping
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Experience 9-up..
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DIGITAL

PHYSICAL

Heard from 
another 
service 

user

Saw a flyer 
and 

interested

Signed up 
using form 

online

Watched 
intro to 
service 

film

Had a little 
phone call 

support

Kept track 
of 

progress 
on paper

Engaged 
with & 

used the 
service

Submitted 
feedback

Goodbye 
call and 
check all 

ok

BEFORE DURING AFTER
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Experience 9-up and journey touchpoints



#AlwaysAhead

• Download the report
Is your hotel ready to break free from 
outdated tech and boost direct bookings?



Not sure where to start?
Interested to learn more?
Say hello@leapstone.co.uk

Innovation & design healthchecks
Coaching packages
Service and experience design
Design management & leadership… 
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