
Design Workbook
by Elizabeth King



Throughout my life, church and faith have been a large part of 
it. I was raised in the church, attending New Hope every week, 
where I would participate in Sunday School, youth group, and 
the weekly service. As I grew up, my preferences and taste in 
church presentation and engagement trends evolved, 
however, New Hope lacked the resources to keep up and 
implement changes. I moved to a larger, more modern church 
that kept up with trends, relied on a large number of 
volunteers and maintained a consistent and strategic 
experience for all churchgoers. As I went back to visit New 
Hope, I was struck by how antiquated and out of step it felt. 
 
New Hope isn’t alone in this challenge – many small to 
mid-sized churches struggle to improve and maintain their 
relevancy and identity over time. This struggle can often 
result in an unfocused and inconsistent visitor experience that 
fails to match visitors' expectations.
 
This design space is a personal one, and I look forward to 
working with different stakeholders within New Hope to 
create a design solution that matches that personal nature.

Positive engagement is crucial for a church 
visitor to feel welcome and connected to a 
new church. However, small to mid-sized 
churches work with limited resources and 
access to volunteers, meaning that 
experiences can often vary depending on the 
volunteers themselves.



At the beginning of the project, I created a rough timeline to map out the project work and its deliverables. This timeline 
was by no means written in stone, but helped to plan out how I was going to formulate goals and maximize time.

STAKEHOLDER MEETING
Meet with 
stakeholders and 
help identify what 
problem space is 
worth exploring 
further.

SECONDARY RESEARCH
Learn about what 
other churches and 
organizations are 
doing to address 
visitor engagement.

EXEMPLARS
Investigate different 
spaces and themes 
found in various 
backgrounds.

ANNOTATED 
BIBLIOGRAPHY
Read and learn about 
the space and 
solutions from 
scholarly sources.

PRIMARY RESEARCH
Meet with 
stakeholders to 
understand pain 
points and areas of 
opportunity within 
the focused space.



At the beginning of the project, I created a rough timeline to map out the project work and its deliverables. This timeline 
was by no means written in stone, but helped to plan out how I was going to formulate goals and maximize time.

OBSERVATIONS SURVEY INTERVIEWS DATA SYNTHESIS DESIGN ITERATION



Goal: to discuss possible areas of 
focus, determine goals, and 
establish needs between researcher 
and stakeholders.



What if visitors immediately knew everything they 
needed to know about the church they were visiting?

What if a church’s hospitality ministry could 
immediately identify the needs of a visitor and how to 
approach that visitor?

What if a visitor could get all of their questions answered 
on the first visit?

What if a visitor could be a fly on the wall during their 
visits until they feel comfortable?

What if visitors didn’t have to feel like visitors? Like 
what if they immediately knew people or knew how to fit 
in?

What if visitors had an assigned host that was expecting 
them and helped them spatially and socially navigate?

These questions are a tool for me to consider 
different scenarios and situations and how 
design could possibly play a role,



What if a church’s 
hospitality ministry could 
immediately identify the 
needs of a visitor and how to 
approach that visitor?



What if visitors didn’t 
have to feel like visitors? 
Like what if they 
immediately knew people 
or knew how to fit in?



What if visitors had an 
assigned host that was 
expecting them and 
helped them spatially 
and socially navigate?





Environment Hospitality Interaction Comfort Level Purpose Relationship Layout

Inviting
Warm
Comfortable
Low pressure
Noisy

Friendly
Open
Genuine/Authentic
"Come as you are"

Face-to-Face
Digital
Combination
Service
Transactional

Easy
Difficult

Informational
Relational
Service
Transactional
Combination

Acquaintance
Service Provider
Friend
Point of Contact

Directional
Visual Hierarchy



Goal: to observe the interactions between volunteers and church 
visitors as well as observing the layout of the space.

Kindergarten Classroom
Caters environment to the targeted user; Values the targeted 
user’s experience; Bright, happy environment matches the 
intended experience.

Apple Store
Apple has created an environment that allows and encourages 
customers to come in and hang out for a while; Customers are 
encouraged to discover, move about, and stay awhile; Apple Staff 
can work through the crowd and interact with customers when it 
makes sense both for them and the customer



Goal: to observe the interactions between volunteers and church 
visitors as well as observing the layout of the space.

Disney World Characters
Characters are committed to the experience and avoid personal 
distractions (cell phones, personal matters, etc.); Characters meet 
guests at their level and provide a fitting experience (interacting 
with a child versus an adult); Characters search for guests to 
interact with, rather than solely waiting for guests to come to them

Door Greeter
Actively sees and engages with each guest as they enter and leave 
the store; Is available to help or answer questions if a customer 
may need it; Sets the tone for guest expectations on how other 
employees may interact with them; Sole purpose of the greeter is 
to engage and enhance the guest experience



Goal: to observe the interactions between volunteers and church 
visitors as well as observing the layout of the space.

Chick-fil-A
Chick-fil-A provides a commitment to service and to the 
customer; Chick-fil-A has created a system/protocol for its 
employees to use that provides consistency for its customers; 
Chick-fil-A’s consistency provides an expected outcome and 
experience for customers

Southwest
Southwest has created an identity and brand of friendliness and 
relatability that makes them accessible to customers - This brand 
gets continually reinforced through their website, advertising, and 
actual interactions; Customers appreciate a company that 
exemplifies how it cares about them.



Goal: to observe the interactions between volunteers and church 
visitors as well as observing the layout of the space.

Job Fair Display
Display utilizes both analog and digital technologies to 
communicate the company’s values and environment; By 
using multiple types of technology, users can hone in on a 
source that works best for them

The Pourhouse Tabletop Cards
Tables utilize “stuff to know” cards that give each customer 
important information, such as the wifi password; Cards are 
on each table so that customers don’t have to seek out 
important information from a singular source.



Goal: to observe the interactions between volunteers and church 
visitors as well as observing the layout of the space.

Personal Shopper
Actively thinks about what their client wants and delivers 
results accordingly; Engages with their client to continually 
understand their needs and goals; The client trusts that the 
personal shopper is listening and working on their behalf.

Tour Guide
Work to communicate things of interest to those within their tour; 
Interact with those in their tour and learn about their personal 
interests and background; Are trusted to communicate the truth 
to the best of their ability; Can individualize their tour in order to 
create a more dynamic, interesting experience



Goal: to observe the interactions between volunteers and church 
visitors as well as observing the layout of the space.

Ikea Store Layout
Structured layout allows for customers to experience a journey; 
Structured layout gives customers to match expectations with the 
actual experience; Layout gives customers the holistic 
experience/preview before the more detailed experience (of being 
in the warehouse and looking to purchase products).

Disney World
Carefully curates the layout in order to enhance a guest’s 
experience. The layout is the result of careful consideration 
and thinking about who the guest is and what they want to 
experience.



Goal: to observe the interactions between volunteers and church 
visitors as well as observing the layout of the space.

Friday Prayers
Performed in a group - builds community; Provides an 
opportunity to share experiences, feelings, challenges, growth; 
“Demonstrates Islamic equality”; Obligation - something you feel 
you have to do as a member of the faith

Ordination
An individual is choosing to become part of a greater 
community; Feelings of freedom, purpose



Goal: to observe the interactions between volunteers and church 
visitors as well as observing the layout of the space.

Kumbh Mela
Religious festival; Provides opportunity for believers to 
commune and celebrate together; Feelings of joy, 
community, celebration

Purim
Festival that honors a time of joy and salvation; Provides 
opportunity for community and celebration; Tradition requires 
reading of the book, giving money, giving gifts, and a feast; 
Feelings of joy, celebration, thanks



Goal: to observe the interactions between volunteers 
and church visitors as well as observing the layout of 
the space.

Computers
Used to create and display custom content: Song lyrics, Sermon 
notes, Announcements, Slides; Used throughout the church 
experience: Check-in stations, Sound booth

Cameras
Used to film/capture the sermon/service; Most churches 
have these, however larger churches have more cameras that 
are often more portable and of a better quality



Goal: to observe the interactions between volunteers 
and church visitors as well as observing the layout of 
the space.

Sunday Assembly
Similar to a religious weekly service, this service provides a place 
for community, engagement, and unity; Offers opportunities for 
visitors to connect and grow with other individuals before, during, 
and after the service

Puja
Practiced in many households - Can be practiced daily, weekly, or 
during festivals; Provides an opportunity for believers to worship 
with others; Has an inward and outward worship experience - 
Inward: sincerity, concentration, devotion, - Outward: chanting



Mission Trips
Trip designed to serve those in need (changes based on the 
circumstances); Individuals work within a team setting to 
make a difference within a community

Concerts
Opportunity to worship in a large group setting

Goal: to observe the interactions between 
volunteers and church visitors as well as 
observing the layout of the space.



Goal: to observe the interactions between volunteers 
and church visitors as well as observing the layout of 
the space.

Volunteer T-Shirts
Ministry workers often wear t-shirts to identify them as sources of 
knowledge - Help distinguish them for the safety and benefit of 
guests; Are sometimes limited to specific ministries within a 
church, such as a children’s ministry - Creates a level of comfort 
for guests and parents

Tallit
Prayer shawl; Worn during services - A prayer is said before 
putting on the shawl; Recognizes a commitment to the faith and 
the experience of service



Goal: to observe the interactions between volunteers 
and church visitors as well as observing the layout of 
the space.

Mantras
Are seen as a powerful tool; Provide words of focus and clarity to 
an individual facing inner turmoil and struggle; Are simple and 
simply connect a believer back to the faith

Mandala
Used in meditation or to disseminate information; Provides a way 
for believers to focus their energy; Different mandalas are 
available for different levels of experience



Goal: to observe the interactions between 
volunteers and church visitors as well as observing 
the layout of the space.

Atheist Rallies
Rallies provide an opportunity for like-minded individuals to 
gather together and promote the same viewpoint; Promotes 
feelings of understanding, like mindedness, unity, community; 
Provides opportunity for individuals to engage and meet new 
people

Baptism
An experience that shows a commitment to faith and a 
relationship with God; Feelings of joy, freedom, love, unity, and 
community; Obligation - something you feel you have to do as a 
member of the faith





As I move forward with my 
capstone, this book will be 
incredibly useful in 
framing my scope, asking 
relevant probing questions, 
and identifying key trends 
and areas of focus. This 
book may be one of the 
most useful thus far.

For my own project, these 
reasons provide context 
and perspective into how 
we can choose to design 
for these individuals and 
make a big difference in 
their religious experience.

Goal: to observe the interactions between 
volunteers and church visitors as well as 
observing the layout of the space.



As I move forward with my 
capstone, this book will 
possibly help me understand 
how to keep a service design 
solution lean and focused on 
the core principles of my 
partner church. By focusing 
on the clear concepts and 
understanding how my 
service design works within 
these concepts, I can create a 
service plan that works with 
and for my partner church.

As I move forward with my 
capstone, this book serves 
as a key reference in 
understanding a key 
stakeholder in this process. 
The lead minister plays a 
huge role in deciding the 
future and direction of the 
church, as well as the 
success of any offered 
design.

Goal: to observe the interactions between 
volunteers and church visitors as well as observing 
the layout of the space.



As I move forward with my 
capstone, this book will be 
a good resource in 
understanding the 
motivation behind any 
design solution. 

As I move forward with my 
capstone, understanding the 
current climate of faith and 
churchlessness in the United 
States will be useful in 
learning how to frame my 
problem and ground possible 
solutions in research. This 
book will help give me 
perspective on more global 
problems facing the church 
through the use of statistics, 
methods, and tactics.

Goal: to observe the interactions between 
volunteers and church visitors as well as observing 
the layout of the space.



In my own project, this paper 
provides some historical 
context on how research 
methods can be implemented 
and catered to a specific 
environment. Through some 
of these case studies, I am 
gaining perspective about 
how to approach unique 
spaces and how to apply 
different research methods to 
those spaces.

For my own project, I plan 
on hosting a workshop for 
the project stakeholders. 
By learning about these 
different types of 
workshops, I can learn 
strategy and possibilities 
for my own workshop and 
design project. 

Goal: to observe the interactions between 
volunteers and church visitors as well as observing 
the layout of the space.





Goal: to observe the interactions 
between volunteers and church 
visitors as well as observing the layout 
of the space.

Based on my discussion with 
stakeholders (and their 
recommendations), these churches 
seem like a good match for my 
project’s scope as well as are 
comparable to New Hope.



Goal: to observe the interactions 
between volunteers and church 
visitors as well as observing the layout 
of the space.

Volunteers
● How many
● Where they are situated/positioned
● How often they are engaging with people
● How they are identified
● Demographic information
● Role

Amenities
● Coffee Bar
● Bookstore
● Other?

Visitor Engagement Tools
● Signage/wayfinders
● Welcome Center/Information Hub
● Pamphlets/Handouts
● Announcements
● Calendar
● “Connect Card”



At New Hope, we strive to create 
life-changing services that point everyone to 
the greatness and love of God. We want to 
clearly and consistently communicate the 
good news of Jesus to all who gather with us, 
being disciples making disciples.





● Hospitality Ministry volunteers take on different 
roles -- door greeters, a coffee bar attendants, and 
an attendant working the Welcome Center.

● The coffee bar is a more popular area than the 
Welcome Center - perhaps this could be a more 
natural area for visitor engagement.

● At the Welcome Center, attendants tended to get 
distracted by friends or people they knew and 
missed out on opportunities to engage with 
others.

● The Welcome Center tends to be the spot where 
people stop to put their things down in order to 
get coats on and ready themselves to leave, which 
can be confusing for an attendant to know who or 
how to engage.



The Coffee Bar is a more popular 
destination than the Welcome Center. 
Although ministry volunteers and staff 
would likely identify the Welcome Center as 
more important than the Coffee Bar, actual 
visitors are showing what is a more 
important everyday touchpoint. This space 
near and around the Coffee Bar may be 
important to investigate in the new service.

The Welcome Center lacks clarity in its 
goal and purpose for all stakeholders. 
The Welcome Center is a combination of 
purposes: provide information about classes 
for members and regular attendees, provide 
ministry information to new visitors, and 
event related information and purchases.



At Eagle Church, we are about engaging 
people to live everyday life with Jesus.





● Eagle separates the experience for new guests 
and general information gathering.
○ New guest information is positioned near 

the front door and has an attendant
○ General information is positioned 

further back in the lobby and has an 
attendant

● Eagle’s lobby/open space doesn’t have a clear 
flow or direction. The space is somewhat 
difficult to navigate through.

+ Guest parking spaces
+ Door greeters
+ Signage

+ Signage uses jargon that guests may not 
understand - “Connect at the Grid” 

+ Small station for greeting new guests with 
attendant

+ Understated, so if it’s busy, it’s easy to miss
+ Church bulletin
+ Greeting guests during service
+ Coffee station
- Foyer/entryway area is a little small and makes it a 

little difficult for people to take in the experience
- Much more enclosed than New Hope
- Can be difficult to get to a “safe space” 

where you can observe



Prioritizing the location of different visitor 
touchpoints over others may be a viable 
way to better structure a service.
Giving guests information about where to go 
and how to get there is important as guests 
walk in. Giving guests information about 
how to get further connected and involved 
can be emphasized at a different location 
within the space.



At Lebanon Christian, we will be an outpost 
of hope for people looking for clarity of life’s 
purpose; health in their relationships; and 
freedom from addiction.





● Hospitality Ministry volunteers take on different 
roles -- door greeters (at building entrance doors 
and auditorium entrance doors) and attendants 
working the Information Center.

● Their many entryway is somewhat cramped and 
doesn’t give visitors the opportunity to step aside 
and observe without being in the way
○ In the small entryway, there were at least 6 

identified volunteers, which was slightly 
overwhelming

● Volunteers wore blue shirts that had “How can we 
help you?” on the back - these shirts clearly 
distinguished the volunteers from other church 
goers.

+ Guest parking spaces
+ Door greeters
+ Volunteers wearing t-shirts

+ Can be easily identified
+ Set apart from everyone else

+ Church bulletin
+ Greeting guests during service

+ Explain Connect Card
+ Thinking of and talking to guests when relevant
+ Coffee station
- Foyer/entryway area is a little small and makes it a 

little difficult for people to take in the experience
- Much smaller than New Hope
+ However, it limits what people can focus on 

so they don’t get overwhelmed



Easy to identify volunteers can take away 
some of the guesswork for visitors. 
In a new church environment, the thought of 
a visitor having to search to find someone to 
answer their questions seems a little 
ridiculous. Visitors need to know exactly 
who to talk to and reach out to, without 
question.



At Traders Point, we are one church that 
gathers in multiple locations around the 
Indianapolis area to worship, learn more 
about Jesus and the Bible, and serve our local 
communities and partners around the world.





● With Traders Point’s size and available 
resources, information sharing is a streamlined 
and consistent experience. 
○ Traders Point relies on information 

cards placed throughout the building, 
typically near entrances, as well as their 
website and social media presence to 
share information.

○ However, their size makes it difficult for 
new visitors to actually be seen or heard 
from week to week.

● Key hospitality volunteers wear t-shirts that 
help them to be easily identified as resources 
for new visitors.

+ Guest parking spaces
+ Door greeters
+ Volunteers wearing t-shirts

+ Can be easily identified
+ Set apart from everyone else

+ Church bulletin
+ Greeting guests during service

+ Explain Connect Card
+ Thinking of and talking to guests when relevant
+ Coffee shop (not free)
+ Separates information center from new guest 

information centers
+ Provides a focused experience



Visitors need to be able to access information 
without having to interact with someone. 
Different visitors have different needs. Some 
visitors that are more private and introverted 
want to be able to gather information at their 
own pace, whereas others may prefer the help of 
a volunteer. A service needs to be respectful of 
what visitors need and want - and needs to be 
able to adapt to these differences.





Goal: Through the use of a survey, 
I hoped to get a broad foundation 
of what people, not just people 
who identified as Christians, 
would need and expect from a 
religious environment.



1. Have you ever attended a church service or place of worship?
2. Do you currently attend a church or place of worship?
3. What is your comfort level with church, religion, or places of 

worship?
4. What could a church or place of worship do to help make you 

more comfortable in visiting?
5. What would you want to know about a church or place of 

worship before visiting?
6. If you were going to attend a new church or place of worship, 

would you do anything to prepare?
7. What would you do to prepare?
8. As a new visitor at a church or place of worship, what 

types/level of interaction would you be comfortable with?
9. As a new visitor at a church or place of worship, who would 

you feel comfortable reaching out to to get your questions 
answered?

10. What is your preferred method to get your questions 
answered?



All survey respondents are familiar with 
churches or religious environments. It’s 
likely that most Americans have had at 
least some type of interaction with a 
church or religious environment.



Of the respondents, the average level of 
comfort response was 77. However, 7 of the 
27 respondents answered with 100, skewing 
the data to the right.



The responses to this question were a bit 
more polarizing - meaning it was more 
obvious which respondents were from 
religious backgrounds and which 
weren’t.



For this question, respondents were 
most interested in learning information 
about the weekly service and beliefs.



Most respondents would prepare before 
attending a new church or place of worship, 
depending on their level of comfort. Most often, 
respondents would check out the website or 
talk to someone who already attends to 
prepare.



As a new visitor, most respondents would prefer 
to be greeted and acknowledged, but not overly 
engaged. Respondents wanted to be able to 
engage and reach out to people when they were 
comfortable doing so.



The respondents felt pretty comfortable 
reaching out to different types of people with 
their questions, although they’d prefer to use 
digital methods (email, website).



These survey results helped highlight visitor’s 
aversion to being overly engaged and interacted 
with.

In a new service design, it’s important to 
consider how you can create a service that 
makes volunteers accessible and present 
without being overwhelming.





Mike P.

+ Began serving as an opportunity to meet new 
people

+ Hospitality and greeting is such an important part 
of the church experience

+ Want people to feel like this is home and that this 
is a safe place

+ First impression of New Hope is good - but 
inconsistent. The level of service varies each week.

+ Welcome Center is lacking in its current setup
+ Most new people that ministry workers meet is by 

approaching
+ Recruiting volunteers is a really difficult 

experience.
+ A lack of volunteers contributes to the 

inconsistent service.



+ Some people want to be anonymous when they’re 
checking out a church, but there still should be 
some level of interaction/welcome

+ The doors and the foyer space are really important 
touch points for initial interactions

+ New people aren’t coming up to the Welcome Center 
- it’s mostly people who’ve been at New Hope for a 
while

+ It’s okay if people aren’t stopping by, because 
you’re respecting their comfort level with the 
interaction

+ Different understanding of level of interaction 
between staff and ministry

+ Hospitality Ministry waits on instructions 
from staff

+ Visitors aren’t able to get the information they need 
from the Welcome Center

+ Related brochures/information sheets where 
they can learn about information in their own 
time

Kyle K.



+ The role of the Hospitality Ministry is different to 
the different stakeholders

+ Guest, volunteer, and church
+ We keep visitor engagement simple.
+ We make ministry leaders accessible.
+ Creating change at New Hope has to be at an 

accessible pace.
+ Not trying to do everything at once, but also 

not going so slow
+ Front door is the most important touchpoint at 

this point
+ Nobody wants to come in and be confused
+ Catching them as they come in is vital

+ Starting Point would be a good opportunity for 
feedback

Rob J.



+ Started at Connection Pointe and got involved 
with their ministry - really liked how they engaged 
people.

+ New Hope is small enough that it needs to be 
welcoming.

+ There was a disconnect at the entrance.
+ Recruiting is a huge challenge.

+ People think it might be more work than it 
is, so they don’t get involved

+ Doors and Welcome Center are the important 
touchpoints

+ Welcome Center or first connection needs to be 
more obvious

Ashley L.



+ New Hope is friendly and warm
+ Relied on people she knew at New Hope to find out 

where to go
+ Prefers an environment that is comfortable and 

understated versus something that is posh.
+ Where/how is the church spending their 

money?
+ Hasn’t yet felt the need to reach out to the 

Welcome Center or other ministry touchpoints.
+ Wants to be able to learn more when she’s 

ready 

Kim H.



There isn’t a clear understanding of the relationship 
between the staff and the Hospitality Ministry.

In its current setup, the Welcome Center isn’t providing 
a consistent experience.

New people aren’t the people who are regularly 
stopping by the Welcome Center.

How do a new service and its respective responsibilities 
get communicated to the necessary individuals?

How can New Hope create consistency with variable 
volunteers?

How do you give people the spaces they need to 
connect and get the information they’re looking for?



How might a new service provide visitors with the 
information they’re looking for?



















Goal: In the existing service design 
structure, the goal is to give guests a 
person to interact and engage with.

With a friendly face, visitors can feel seen 
and heard.



In the existing service design used by the 
Hospitality Ministry, there are three main 
touchpoints that are focused on: the , 
the , and the .

At these touchpoints, there are volunteers that 
work to greet and engage visitors. The number of 
volunteers can vary week to week.



The Front Doors are the first physical interaction a 
guest can have with New Hope. As such, the Front 
Doors are an important opportunity to engage with 
visitors as they enter the building.



The Coffee Bar provides a point of comfort for 
visitors as they come in to the church space. The 
coffee bar allows visitors to walk in, get a cup of 
coffee, and take a moment to assess the physical 
space.



The Welcome Center is the source of information 
about ministries, class offerings, upcoming events, 
and more. The Welcome Center is designed as the 
destination for visitors and members alike to learn 
more.





Double Set of Doors: allows to control temperature 
and keep visitors comfortable.

Volunteers: at minimum, posted at both sets of 
outside doors. If other volunteers are available, 
inside doors are also manned.



Non-coffee options

Snacks

Coffee

Hot Water



Volunteers

Flavored Coffee Options

Creamer

Donuts

Bananas



New Visitor Gift

Postcard

Connect Card

Starting Point Card

Sermon Booklets

Survey



Ministry Signs

Meet Your Minister cards

Social Media Cards

Event Information

Ministry Information cards

Left Items



Tablet Holder

Get Involved Sign

Sunday Classes cards

D-Group cards

Facilities Cleaning Sign-up

Lost Glove















Goal: to provide new visitors an area of 
focus that is welcoming and provides 
direction, while also providing an 
information hub for other visitors.



Goal: to provide new visitors an area of 
focus that is welcoming and provides 
direction, while also providing an 
information hub for other visitors.

By adding the Floating Attendant, the goal 
is to make someone readily accessible for 
questions and directions.



Goal: to provide new visitors an area of 
focus that is welcoming and provides 
direction, while also providing an 
information hub for other visitors.

This information hub, now mounted to a 
wall, provides visitors with a 
low-interaction method for learning about 
new ministries and events.



Goal: to provide new visitors an area of 
focus that is welcoming and provides 
direction, while also providing an 
information hub for other visitors.

With two Floating Attendants, all visitors 
(new and old) have the opportunity to 
engage and interact with volunteers if 
needed.







Goal: In the new service design structure, the goal 
is to connect the different kinds of guests with the 
information that they need, while still creating a 
warm and welcoming environment.

With a friendly face, visitors can feel seen and 
heard.



In the new service design used by the Hospitality Ministry, 
there will be four main touchpoints that are focused on: the 

, the , the , 
and the .

At these touchpoints, there are volunteers that work to greet 
and engage visitors. The number of volunteers can vary week 
to week.



The Front Doors are the first physical interaction a 
guest can have with New Hope. As such, the Front 
Doors are an important opportunity to engage with 
visitors as they enter the building.



The New Guest Starting Point would be in this space to the 
left of the Coffee Bar. When guests first enter the building, 
this space is directly in front of them.

By placing the New Guest Starting Point here, it is in the 
direct line of sight and is more likely to engage new guests 
who may not be sure where to go or what to do.



The New Guest Starting Point is still 
in-progress. As a concept, the idea is 
that information that was previously 
at the Welcome Center (new guest 
gifts, tablet, etc.) can now be housed 
here where guests are explicitly 
called out.

I’m still working with New Hope staff 
to identify what needs they have with 
a space like this.



The Coffee Bar provides a point of comfort for 
visitors as they come in to the church space. The 
coffee bar allows visitors to walk in, get a cup of 
coffee, and take a moment to assess the physical 
space.



The new Information Wall would be located in 
the foyer area (highlighted in orange). 

The Information Wall will post ministry 
information that was previously found at the 
Welcome Center:



As an initial concept, the Information Wall may have a TV monitor to 
share specific event information, as well as slots for ministry-specific 
cards, and room for event posters. The look and feel of the wall will 
match the branding and environment of the rest of the church 
building.



The Hospitality Ministry volunteers will wear t-shirts that 
identify them as being sources of knowledge.

Like many other churches (seen in actual observations and 
through exemplar search), t-shirts are a simple way to set 
apart a volunteer and make them accessible to visitors.





The New Guest Starting Point is still 
in-progress. As a concept, the idea is 
that information that was previously 
at the Welcome Center (new guest 
gifts, tablet, etc.) can now be housed 
here where guests are explicitly 
called out.

I’m still working with New Hope staff 
to identify what needs they have with 
a space like this.











The new Information Wall would be located in 
the foyer area (highlighted in orange). 

The Information Wall will post ministry 
information that was previously found at the 
Welcome Center:











As an initial concept, the Information Wall may have a TV monitor to 
share specific event information, as well as slots for ministry-specific 
cards, and room for event posters. The look and feel of the wall will 
match the branding and environment of the rest of the church 
building.


























