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Workshop Structure, scribble



Circle welcome 
Opens 
parentheses.

Powerpoint 
Familiar format 
lowers 
expectations & 
energy while 
giving security 
(“name dropping”).

Three-Brain 
Warmup 
Extreme warmup 
shatters 
expectations, 
prompts curiosity, 
makes a clear cut 
with everyday.

Flipchart “ooh” 
Sharing movement 
and timing. Start to 
own space. 
Experience the 
link between 
movement and 
emotion.

One Word Story 
Lets us approach 
the theme and 
problems without 
requiring 
confession. Builds 
empathy.

One Minute 
Story 
Own stories are 
always relevant. 
Sharing in small 
groups requires 
less trust, offers 
escape valve.

3+3 Rehearsal 
Everyone prepares 
at the same time - 
so no spectators. 
Impossible 
deadline makes 
crappiness 
acceptable.

Investigative 
rehearsal 
Generates ideas, 
tests them 
immediately, 
iterates fast, lets 
me develop my 
own voice.

Circle review 
Closes 
parentheses, 
output 
(achievement)  is 
visible.

Pre-Phase Main Phase Reflection

Workshop Structure, an overview
The workshop is structured in three phases -  a prephase, to fill in 
information gaps and even lower expectations, a main phase leading up 
to the key tool of investigative rehearsal, and a final reflection phase.

Safe Space

For conservative 
groups… 

Insert a phase of 
storyboarding and 

storyboard 
presentation here.
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The "3 Brain" warm-up increases retention 

and willingness to try out new things. Its "hard 

core" character also makes a sharp break 

with expectations, starting the process of 

building "safe space".

"One word stories" let participants share 

experiences without confessing error - 

they emphasise how much we have in 

common. 

Real stories are shared in small groups, 

fast. The more dangerous the theme, the 

smaller the group. 

Participants are thrown into rehearsal 

with impossible preparation deadlines - 

it's impossible to be perfect.
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The “Flipchart-ooh” gets the participants 

moving and speaking to a common beat. 

It also gives us the opportunity to 

demonstrate how movement creates 

emotion.



Participants have just 3 minutes to prepare a 

quick version of their scene. Don’t talk about 

acting, just say “show us”. The impossible 

deadline makes crappiness acceptable. 

Remember, nobody plays himself.

The first stage of the Investigative 

Rehearsal, "Understand", generates 

wide ranging insights.  

At this stage, we try to observe, not 

evaluate. We do not change the scene 

in any way. 

Stage 2 of the rehearsal generates 

ideas for change or development, 

based on insights from stage 1.  

Ideas can be tested immediately.  
A couple of hours of this, based on one 

short scene, can generate dozens of 

pre-iterated ideas.

For more on Investigative 

Rehearsal, see "Beyond 

Roleplay" in Touchpoint 3.3. 

 

Beyond Roleplay
Better Tools to Steal from Theatre

It's no surprise that service designers have been drawing on the theatrical pro-cess for decades. As a tool for modelling human interactions, theatre is cheap, fast and flexible. Sadly, most practitioners don't go beyond ‘roleplay’, a relatively clumsy and notoriously unpopular pro-cess that barely scratches the surface of this widely misunderstood toolset. In this article, we'll look at a far more powerful tool for designers: investigative rehearsal. 

Why Theatre?
Designers can use theatrical tools at any stage of a design project. At the kickoff, it's a non-invasive way of investigating existing services. In later design stages, it generates ideas quickly and tests designs as soon as they are born. It is even powerful in the final stages of training for service delivery.Theatre is a great co- creation tool, as it's fun, fast and everyone understands the terminology. Why confuse folks with touchpoints, operators and tangibles, when everyone can already talk about scenes, cast and props?

Markus Hormess  
is a service innovation 
consultant with a 
background in science, music and process design.

Adam Lawrence  
is an actor, comedian 
and customer experience director with a background in psychology, marketing and product development. 

Markus and Adam are 
co-founders of Work-
PlayExperience, a service design consultancy with a uniquely theatrical 

approach. They are also the co-initiators of the 
Global Service Jam.

By Markus Hormess and Adam Lawrence

“In a typical seven 
hour, co-creative 

session, we might 
spend two hours 

establishing a Safe 
Space. It generates 
a relaxed attitude 

to the fear of failure, 
which will otherwise 

restrict creativity 
and honesty.”

Of the many ways of modelling and prototyping human behaviour, theatre is perhaps the only one that is set up to deal with emotion. In customer-centric or human-centred design, that's a crucial difference.

From Roleplay to Investigative Rehearsal
The main problem with roleplay is obvi-ous: while designers may be comfortable with it, co-creation partners from outside a design context simply hate it. The ’R word’ can cause a co-operative group to close ranks and fold their arms. It's 64 
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Supplementary tools for investigative rehearsal

We "zoom out" from the customer by building 

a "Stakeholder Constellation”, standing 

people in the room and giving them roles.  

Start with the customer. Then add people by 

asking, “who is important in her life?” Put 

more important people closer.   
Then ask,  
“What do they get from each other?” 
“How can we strengthen one of these 

relationships?  How can we make a hero?” 

“Zoom in” using subtext. In Rolling Subtext, 

play the whole scene with extra actors 

speaking the unspoken thoughts of the 

characters. What courses of action do they 

suggest?
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In a Subtext Chain, start with one key statement by a customer or 

employee, and ask “What would be the subtext of that statement?”  
Continue with, “What would be the subtext of the subtext”..  

Use “I” or “Me” statements when possible. 

As you go deeper, ask “Why is that important?” 

The deep emotions and needs at the end of the chain can explain why 

customers care. The statements in the middle offer concrete courses 

of action. 

Try building several subtext chains, some emotional using “Why does 

he care?”, and some practical with “What for?” 



Key concepts

In a design project, investigative rehearsal can be 

fed with real experiences generated by storytelling 

exercises. Extreme cases or difficult situations are 

most revealing.  

Alternatively, use prototypes generated by other 

design processes. 
The ideas generated in rehearsal are partly pre-

tested already. Use the usual filters (finance, legal, 

technical, brand) to decide which ones go into the 

next prototype.

Safe Space is crucial to any theatrical 

approach. It cannot be claimed, it must be 

embodied.  Build it with a careful use of 

methods and energy levels. 
Take your customer and their problems 

seriously, not yourself.  

You can't create permission to fail without being 

willing to (visibly) fail yourself.

There are various modes of group work, each 

with advantages and disadvantages. 

Experiment with them 

See these modes not only in the literal sense of 

working with pens and paper, but also in how 

ideas are generated and tasks shared.
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Extra Tools

The Idea Wheel generates alternatives fast. 

 Use it when you get stuck in rehearsal, or to 

broaden options in final training.  
The wheel revolves. One person representing 

the“customer” or “challenge” stays  in one 

place. When a person steps onto the “hot spot” 

facing them, they must prodice one idea or 

“pass”. eg Fifty ways to tell the customer their 

flight is cancelled. 

We often need a first "sh!tty" Customer Journey as fast as 

possible. With a verbal "One Step Journey" exercise, a 

handful of Journeys can be built in a few minutes. No 

discussion, just build on what came before. 
In just a few minutes more, the physical version can turn 

the most promising version into a storyboard, recording 

frames with a camera or sketchpad.  

Based on these journeys, we RETURN TO REHEARSAL, 

iterating and increasing fidelity each time.... 
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Extra Reading

"Beyond Roleplay : Better Tools to Steal From 
Theater" in TOUCHPOINT Vol 3 Issue 3 

Adam Lawrence 

adam@workplayexperience.com 

@adamstjohn

Beyond Roleplay
Better Tools to Steal from Theatre

It's no surprise that service designers have been drawing on the theatrical pro-cess for decades. As a tool for modelling human interactions, theatre is cheap, fast and flexible. Sadly, most practitioners don't go beyond ‘roleplay’, a relatively clumsy and notoriously unpopular pro-cess that barely scratches the surface of this widely misunderstood toolset. In this article, we'll look at a far more powerful tool for designers: investigative rehearsal. 

Why Theatre?
Designers can use theatrical tools at any stage of a design project. At the kickoff, it's a non-invasive way of investigating existing services. In later design stages, it generates ideas quickly and tests designs as soon as they are born. It is even powerful in the final stages of training for service delivery.Theatre is a great co- creation tool, as it's fun, fast and everyone understands the terminology. Why confuse folks with touchpoints, operators and tangibles, when everyone can already talk about scenes, cast and props?

Markus Hormess  
is a service innovation 
consultant with a 
background in science, music and process design.

Adam Lawrence  
is an actor, comedian 
and customer experience director with a background in psychology, marketing and product development. 

Markus and Adam are 
co-founders of Work-
PlayExperience, a service design consultancy with a uniquely theatrical 

approach. They are also the co-initiators of the 
Global Service Jam.

By Markus Hormess and Adam Lawrence

“In a typical seven 
hour, co-creative 

session, we might 
spend two hours 

establishing a Safe 
Space. It generates 
a relaxed attitude 

to the fear of failure, 
which will otherwise 

restrict creativity 
and honesty.”

Of the many ways of modelling and prototyping human behaviour, theatre is perhaps the only one that is set up to deal with emotion. In customer-centric or human-centred design, that's a crucial difference.

From Roleplay to Investigative Rehearsal
The main problem with roleplay is obvi-ous: while designers may be comfortable with it, co-creation partners from outside a design context simply hate it. The ’R word’ can cause a co-operative group to close ranks and fold their arms. It's 64 

"Boom-wow-Wow-WOW-BOOOM! - Dramatic 
Arcs in Service Design" in Touchpoint Vol 4 Issue 2

Plenty more ideas at my old blog 

workplayexperience.blogspot.com
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