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Intro



About the presenter

https://www.linkedin.com/in/jaanaps/

● Educational background: MA in Economics.

● In 2012, co-founded the Estonian Social 
Enterprise Network. Its chairman in 2012-
2019 (full time in 2016-18).

● Currently:
○ Managing a social business Stories For 

Impact that provides impact 
management solutions & consultancy.

○ Teaching at Social Entrepreneurship 
MA program (international) at Tallinn 
University.









Defining products and services



A product, a service and 

/ or an experience?



Which product(s) and/or service(s) would 
your solution be about? (as an effective 

response to the systemic challenge)





Why all the fuss about design?
Why is designing important?



A story about product design





















From entrepreneur´ s point of view, a 
design process is a business process





Tools of design thinking, 
including service design







Tool #1: 
PERSONA







What to keep in mind?

Focus on behaviours ans 

motivations, not characteristics.

To be useful, personas need to be based on 

research (especially interviews and observations).



1) Who would be two of your most important 
persona types? 

2) Which of their characteristics are likely the 
most important ones?





Tool #2: 
VALUE PROPOSITION CANVAS







Tool #3: 
CUSTOMER JOURNEY MAP







What are the main customer touchpoints 
(i.e., where customers interact with your 

brand, product, service)? 





What we can and should infuence

during customer´s journey?
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