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Public Sector

Regulatory 
Bodies

e.g. Consumer 
Financial Protection 

Bureau (CFPB)

Federal 
Agencies

e.g. IRS (via HCD 
contractors for 
payment UX)

Private Sector

Retail Banks
e.g. Chase, 

Capital One

Fintechs
e.g. Chime, 
Robinhood

Capital One has  in-house 
designers working across  
redesigned customer journeys.

500+
30+

AmEx used service design to 
overhaul cardholder 
onboarding and digital alerts.

Insurance & 
Credit

e.g. AmEx, Allstate

Academia

Business 
Innovation 

Labs
e.g. NYU GovLab, 

Harvard i-Lab

Business 
Schools

e.g. CMU Tepper, 
UPenn Wharton

Fintech 
Design 

Research
e.g. CMU studies 

on inclusive 
finance

Citizen
~250M Americans engage with 
financial tools weekly. SD 
increases clarity, inclusion, and 
system confidence.

General 
Customers

Small 
Businesses

Unbanked 
and Credit-

Invisible

LA Metro engaged  riders in 
redesign feedback loops.

NYC MTA used  public inputs 
to overhaul its bus network.

10K+

963+

Public Sector

Municipal 
Transit 

Authorities
e.g. NYC MTA, 

LA Metro

Federal 
Agencies

e.g. Federal Transit 
Authority (FTA)

Urban 
Planning 

Departments
e.g. City of SF

State DOTs
e.g. Caltrans, 

NYSDOT

Private Sector

Airlines
e.g. Delta, JetBlue

Vehicle 
Manufacturers

e.g. BMW, Tesla

Rideshare

e.g. Uber, Lyft

Car Rental 
Services

Uber redesigned onboarding for 
disabled users using service 
design research 

Academia

Mobility 
Design Labs

e.g. MIT Senseable 
City Lab

Urban 
Planning 

Partnerships
e.g. Columbia 

GSAPP with NYC 
DOT

Citizen
Public transit directly affects 
over  trips/day in the U.S., 
shaping accessibility, equity, and 
convenience.

220M

Commuters

Seniors & 
Mobility-

Challenged 
Populations

Rideshare 
Drivers

Low-Income 
Transit Users

Public Sector

Federal 
Health 

Agencies

e.g. VHA, HHS, CMS

State Health 
Departments

e.g. California Dept of 
Health Care Services

VHA launched  human-
centered design (HCD) initiatives 
since 2018, improving patient 
trust from  .

150+

55% to over 80%

Piloted SD-informed care 
coordination through Medicaid 
Transformation Projects.

Private Sector

Non-profit 
Health 

Systems

e.g. Mayo Clinic, 
Advocate Health

Healthcare 
Providers

e.g. 
practitioners, 

clinics, hospitals

Insurance 
Provider

e.g. UnitedHealth 
Group, Blue Cross

Digital 
Healthcare 
Services

e.g. Zocdoc, 
Oscar Health

Advocate Health’s service design 
interventions cut ER visits by  .34%

Public Sector

K–12 School 
Districts

e.g. LAUSD, DCPS

State 
Education 

Departments
e.g. NYSED, TEA

Dept. of Ed, FAFSA 
redesign initiatives

D.C. Design Lab restructured 
parent communications and 
enrollment systems.

Private Sector

EdTech Firms
e.g. Coursera, 

Khan Academy

Schools

Corporate 

Ed Providers

e.g. Pearson, 
Kaplan

70M+ learners and educators are 
touched by education service 
systems. SD adoption is still 
fragmented but growing rapidly.

Citizen

Students 

(K–12, college)Parents & 

Guardians

Teachers and 
Admin Staff

Academia

Design 
Programs

e.g. SCAD, CMU

Innovation 
Hubs

e.g. IDEO U, 
Teachers Guild

SCAD offers the only full M.F.A. in 
Service Design in the U.S.

Education 
Programs
e.g. Teachers 

College, Columbia 

Healthcare touches all 
Americans. Service design 
improves access, trust, and quality 
in complex care journeys .

330M+ 

Citizen

Veterans and 
Medicaid/care 

Recipients

Caregivers

Patients

Uninsured/
Underinsured 
Populations

Academia

Design 
Research Labs

e.g. Mayo Clinic 
Center for 
Innovation

Health-related 
Design Programs

e.g. CMU Health 
Design Studio

Medical Schools

e.g. Stanford Medicine’s 
Design Lab

service design

Public Sector

State Courts 
and Legal Aid

e.g. California 
Judicial Council

Federal 
Agencies
e.g. U.S. DOJ, 

Bureau of Prisons, 
Legislation

Access DOJ, a department-wide 
design initiative, simplified web 
services and legal info navigation.

Partnered with Code for America to 
simplify expungement processes 
across counties.

Private Sector

	Legal Tech 
Startups
e.g. Clear My 

Record

Law Firms & 
Lawyers

Justice NGOs
e.g. Code for 

America, Measures 
for Justice

Code for America cleared 
records using service design and 
policy tools adopted in  states.

500,000+ 

12+

Academia

Legal 
Design Labs

e.g. Stanford 
Legal Design Lab

Public 
Policy Labs

e.g. Harvard 
GovLab

Law 
Schools

Citizen
Justice-
Involved 

Individuals

Low-Income 
Defendants & 

Families

Civilians 
interacting with 

bureaucracy

~70M Americans have criminal 
records; strategic design simplifies 
expungement, legal access, and 
system navigation.

In-house

Designers

Individual

Designers

Agencies/

Consultancies

Fund service design 
projects to enhance 
experiences

Increased clarity, 
accessibility, and 
reduced drop-offs

Improve care 
coordination

Greater efficiency 
in receiving care

Increased 
institutional trust

Increased 
institutional 
trust

Research-back 
policies

Faster clearance and 
increased access to 
employment

Better mobility 
experience

Greater transit equity 
and ridership retention

Research and 
strategy

Improved trust and 
digital engagement

Simplify banking 
and saving 
experiences

Expanded access 
to financial 
services

Research-
informed 
regulations

More adaptive, 
engaging 
education 
delivery

Enhanced teacher-
student-parent 
interaction

New solution 
and strategies

Smoother user journeys, 
higher application 
success rates

Reduced administrative 
burden and improved adoption

Reduced churn and 
better service quality

Higher usability of 
public-facing justice 
systems

More equitable access 
to representation and 
reduced case backlog

Where does service design have 
the greatest systemic impact?

(U.S., 2022–2025)
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