SCAD SERVICE DESIGN

STRATEGIC INFLUENCE OF SERVICE
DESIGN BY SECTOR (U.S., 2022-2025
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SCAD offers the only full M.F.A. in
Service Design in the U.S.

VHA launched 150+ human-
centered design (HCD) initiatives
since 2018, improving patient
trust from 55% to over 80% .
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Healthcare is a top service design application
area due to its complexity, user sensitivity,
and systemic inefficiencies.

Designers are regularly embedded in health
orgs to redesign services, improve access,
and support well-being through patient-
centered approaches.
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Healthcare touches all 330M+
Americans. Service design
improves access, trust, and quality
in complex care journeys .
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D.C. Design Lab restructured parent
communications and enroliment
systems.
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Service design reshapes how
learning is accessed, structured,
and delivered—especially post-
COVID.
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Designers co-create with students
and institutions to personalize and
democratize learning.
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70M+ learners and educators are
touched by education service
systems. SD adoption is still
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Service design improves commuter experiences, e.g. Delta, JetBlue

accessibility, and policy shaping.

Collaboration between cities, design firms, and
tech platforms is driving systemic improvements.
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Public transit directly affects
over 220M trips/day in the U.S,
shaping accessibility, equity, and
convenience.
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Uber redesigned onboarding for

disabled users using service
design research
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Capital One has 500+ in-house

designers working across 30+

SERVICE
DESIGN

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

redesigned customer journeys.
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Federal
Access DOJ, a department-wide AgenCIeS
design initiative, sirnpliﬁediwep eg. U.S. DOJ,
services and legal info navigation. )
Bureau of Prisons,
Legislation
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Legal Tech
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State Courts Partnered with Code for America to 4
2 simplify expungement processes e.g. Clear My
and Legal Ald across counties. Record

e.g. California
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JUSTICE

Service design in this sector
improves accessibility and equity
but has slower uptake due to

Private Sector

Code for America cleared 500,000+
records using service design and

bureaucratic friction. Law Firms & policy tools adopted in 12+ states.
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Individuals for Justice
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e.g. Stanford
Legal Design Lab
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Public
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~70M Americans have criminal
records; strategic design simplifies
expungement, legal access, and
system navigation.

Civilians
interacting with
bureaucracy

e.g. CMU Tepper,
UPenn Wharton
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