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2 (User Observation)
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* 22 o dPEE Afolm s gAF WrEatw Engine Service Design Briefing &
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* QE © Designing Services with Innovative Methods, 2009, Fran Samalionis

(] 1 o] BEn|ciojsteyetaL Yruldolshms. 2011)
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=< (Shadowing)
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QIE]H-(Contextual Interview)

QJERE Auls 7 F Fulh wAshs wetolt #7

=

2t
=}

)

B

oA o]FojHt}. o]2qt W] (ethnography) *3H4] 7|F-2 <1E]
RRgAREe] T1E0] o] 7HE e WEskL AT 4 3l
L& di=rh

ethnography : .. 238IQ1Fste] oF Hopo| ZLE]7|k ST, <lRsto] HIA
FeE B 2ol &

= =1
BAZA A EAFTIE... Do) FoH B AW, ofust AgAe

*

E
rol
ro
a
i, 1
J?‘:
i
::l
[>
i)
g
)
ik
(i
uf
it
o
BoE
$
i)
el

Holert S 2o AUSS s Hoh 4TE AERE

Ago] 159

€ b ==°] e &4

82
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2ol 2= Ed AHg ¢ 71| e & due S Tl
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75—1]
W Zack FAE DU ERHOR olsE 4 9 e,

*

EA @ This is service design thinking, 2010.

What people

(experiences) Techniques Knowledge

surface

SAY interviews

DO observations observable

generative et

sessions

MAKE

deep latent

P8R A WP ZE = QlERE, iz 9WArA 34 7F T
* Z2] : Sanders & Dandavate 1999
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812 Fek ~7} Hojn]

o7 S99t ~71 EloJH7](A DAY IN THE LIFE)
A DAY IN THE LIFE= EWgt fQlo] 1A (oJHH oju] EA3t
AAoR BFES)0 dige] S5Eof tist 714l A¥E st

7] $feid m7e] B4 PG 2HA A2E wEori Aol

o]gA sfoF st=71?

A DAY IN THE LIFE: tiofet Zmiog A= £ Qlt} 7k
g Jggol wiel= 4 WA vHE 4 9lal, BT QU AR
ARG ST s FHSH BARk: EAEA §-85it o]
o Zolg AeskE, A DAY IN THE LIFE: A3 7P 2o
5 (insight)& SHsof gt o] Ae] H&2 nzo] AH|A <l
A0l upZo|x olgA AZsta Pot=E EFe, AP

ol sl2o] A Tt s o sk

o Wazl
A DAY IN THE LIFE= 1700] HulA oleide wetslsio]
T740] HAEAES} HEAEE T ) FHE Az L] B
de We WAgRE AT Bas] 1] Auas

= Aeelut AEgche wetste

S= I & qlou, AES 94 & EAIS £548s Held



SR o Badold. 4e] shel g ARE S| g av
29l e WS Ad F F 54 67 5 159 A

14Ql 55 HojHzetal sk Aot

\
Spending a day shadowing a PCSO and community warden

* &%) ENGINE

http://socialinnovation.typepad.com/silk/2008/10/a—day—in—the-li.html
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o3 AA} " (Stakeholder Map)
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* Z © This is service design thinking, 2010.
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System
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Inter
Users
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away meal
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Your dining

corner
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Your all inclusive

ooo meal service
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Assistance

provider

Your personal

Service manager T meal box

0

Family doctor
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1 A (Persona)
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22 Ueo] e 22 B4 dEeld 52 9I5h Brainstormings &

o F89sH &8 2 5 ik BHRJIAEYIY o W(Journey

map), AHEL 5-& 2 & uf ARBAFE tiEshs AFE ARe
=2

V] s A 4 g B,

Wik oA AZHE} ok,

Market Segments Persona

* At Marketing Message®]| o FARRE ZEeF AR diES Ad
Ss8ot= 17(Customer) 2] AR Usen) =9 1&
d& o A4S oBA W A

© AlES oA e & ZRIAE HolE

>

AJNAE HAZ o Ao AZ(Focus on using)

« o]l AZ(Focus on buying) | « %5 (Behavior)ol HZ
o FF AFEAE] AH HF |« AP H(Typical & Believable)
+ Bt 2| (Average) o)) B HTH29A)
o) 20t F4He 2% o4 Goal : 27% &%, ohH3t
otoldl, & HETIe= A

* Z4 ! Persona i A A HEAR F(O]AE pxddE, 2010)
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3R | Aol B2t} ofch Fel & thy|gf Cixjol{ 2 Ysjo], ME X
26|/ BlA / cixto|q 1 oA Ext &1 et &} AFE XS @lct. 1-2 0] 8 Detail
sacity@nexcorp.cokr 1 HMS ATEN K2 EXAEIE sl ofHE St Holch

o=# Drama FAN), Nick
« 87T Uk T S WO A1Th, TV, 244} ) Skt 2Re), 2|0 332 RS2 2Uck,
+ FOAfi= 8HR| EC ZFERE SlEl ST 8L, AO|ES Bofclich,
- 2ES Mol B8 2t
« & TsHs M%) 87| 20l giCk FThEOR BEsict. Attitude
+ 83 S2J0Hs U0 0f2r0) KHOIRICH, BisHs AR 4+ IOB! BC 248 BT it Behavior
A0S S8 0t It REE 7l ek S0 Kot s HE AL,
- 0|3 S2i0ks 2 WelEix] 25 Hob| 2| o132t SAI] Esislet vict Context
« Sexand the Cty, Gossip Girt 284 Of{2}, CSI Lt 24 242 Al Rjalgict,
« Project Runway, American dol 212 8| S2falz xjo] lof gick.
« PTVi= B2}, S 80| 5 Eict, upst shs S8t =2l0lct,
« OFRI0| TVi= iS22 F42ict, £2 Mol 2 212, 2UEte}| OfE) CH= Sololls 7 e,
+ 2IojLi 2 ORI =EHOR Wi Solsin PA B 2IBA| s Eck
- R0] BOI2B 24 TVEE| A, AIISHT, FAE Ego= e,

Pain Points

(Slogan)

FR M(personad)2| goal

1. Mol sHel EetoHe &sts of 20 dct
2, Mol 250 Setots YWsks of 2o Aok
3. TVEEA L5 HHE7} EIX| S20L0f BiCks

* 22 . Persona FT AT A HRAR F(OJAE pxdtiE, 2010)

MAIN TARGET MAIN TARGET

“oF Holl A, B uA A L] "SAtA T 7Y BE ek
AA ) HAAE olso] sk Aoja.” 2w2owo| 51 Alojal’

Lt2t7t

Background

o> — 534
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ol - 3t

ZEOE - 7|2
715 - Bl &
Fo| = wielg, Fat=o|

stos

Background

* &4 design dive 2020 ®H2|9 ¢34 wrEAR 3
Lgu] Gl Ho]A MHIAHARITIFE, 2011

* mdatel] Pl B 4T ATk F sof 4
watE 9IS QEEA tRjel, Al F 9, o], 2010
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AW (Customer Journey Map)
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Customer Journey Map
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POSITIVE
FEELINGS

L
e Greeting

Desert is better
than expected

Internal
atmosphere
Satisfactory f-—--f-——— - N

Restaurant

appearance
(177207, ;-] [ OSRGOS S
Problem
Toilets with bill
Wait for not clean
Bad oo\ fooddelivery
Waiting to
L . - ... - S
NEGATIVE
FEELINGS

Sequencing of service processes
CIEEFANM AAF Al A4 oA . A gA/a=EEo
A oot e ARA DAY A

Mood-o-gram
One person’'s emotional journey

Playfulness

Reassurance
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Desktop Walkthrough

Desktop Walkthrough
Desktop Walkthrough= A1H]
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o dagr?

Desktop Walkthrought= A& HARS] HHEZAQl R4S 7hsol
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Desktop Walkthough = ttfst Jejz THs 4 Qlth, F52HL2
ABE 7 TA wEoEA AlEol el dAl= ARgE
BEE 5T 5 UeE A AYS o BustHA 4 § A
|49 EEo] o|F Hof fith

* &4 © This is service design thinking, 2010.

Desktop walk
through

Detailing sign up, use and promation of & new community club

* &2 . ENGINE
http://socialinnovation.typepad.com/silk/2008/10/storyboard.html
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* &4 © This is service design thinking, 2010.
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AlY8] 2 (Scenario)
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oABA T

qu Customer Customer Custome Customer Custome
o - - . " —»
b Arrives pays bill r waits receives r departs
3 order
----------------------------------------------------------------------------------------- LINE OF CUSTOMER
INTERACTION
- Greet L, Take order Server L Server
S Customer bags order delivers
) | T order
a, LINE OF VISIBILITY
5 ' x
§ Order Order
(5} transferred || Prepared
to kitchen
” l LINE OF INTERNAL
5 INTERACTION
g Sales
= tracked
5
(=9
o
>
w

* &4 : Thomson Corporation, 2008

9] age ARAQl Aula ARl dolet,

Front Stage

L |

Back Stage

Timeline —_—

b

Physical Evidence

sevsusannnensnnsnss Line of Interaction ss==seses -

====----=-Line of Internal (Physical) Interaction-=======+

Support Processes

wssssawwansns Line of Internal (IT) Interaction =s=s=s=s=s====

Line of Visibility
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LINE OF CUSTOMER INTERACTION
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*Z&2 : Engine-KIDP MB|AHARIAAL BEAIA F, 97, 2010
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MH|A Y IR EERo|H(Service Experience Prototyping)

A MR 20| ZE BARE A F3F wE7]9] Allolth

*232] © CAN YOU DESIGN A SERVICE? 1508jik(gln}=1e] Au|At]z}Fel7]19d)
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* 22 . Innovation Through Design Thinking, Mat Hunter, IDEO
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work.play.
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Prof. Birgit Mager

(Koln International School of Design)

san

SheHy Evenson service design network

(Carnegie Mellon’s
School of Design)

Stefan Holmlid

(Linkoping Uiversity)

Daniela Snagiorgi

(Lancaster University)

{Service Design Network 2% 9>
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E Cambridge
Service Design Network
Conference 2010

MA USA Z8Lh snd 29th Octuber

Service Design
Conference 2010

GeErmtany 13th - T4th Oclober

day one. Howse
13t October
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Aevhe ool QhLp ]
(Stefano Maffei) (Anna Meroni)

SERVICE
RESEARCH

UZet nde thy et ez
(Nicola Morelli) (Daniela Sangiorgi)

{Service Design Research 2% ¢
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Koln
International
School

of Design

Koln International School of Design, KISD

www.kisd.de
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Audiovisual Media
Design for Manufacturing
Design Concepts

Design and Economy
Design theory and history
Ecology and Design
Gender and Design
Identity and Design
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Interface Design
Production Technology
Service Design

Typography and Layout
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Glasgow School of Art, GB-Glasgow

University of Art and Design, FI-Helsinki
Politecnico di Milano, I-Mailand

Les Ateliers/ENSCI, F-Paris

Konstfack, S—Stockholm

Staatl. Akademie der Kunste, D—Stuttgart
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— Larnegic Mellon

Carnegie Mellon School of Design

http://www.design.cmu.edu
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Linkoping University
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ST POLITECNICO
= Dl MILANO

The Politecnico di Milano

http://www.design.polimi.it

Yefie-gapefetel A= ARIATARR] ShAAL iAol QIAIRE A ]|}
L nfgo](Stefano Maffei) w5=2}b of| ]2 THAU(Ezio Manzini) 1l
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v L opHmle] AldE AEjATRRRl AARg o] Ayyt @
P ER& 1 Uk
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Mike Culverwell.

Engine service design group Business Development Director
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