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First of all...
Everyone is Creative!!




Creative
Work Culture
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Traditional DESIGNFUL

Siloed COLLABORATIVE

Product Focused CUSTOMER-FOCUSED
Me-too Offering UNIQUE OFFERINGS
Short-term Focused LONG-TERM FOCUSED
Top-down Decisions DISTRIBUTED DECISIONS
Role Oriented PROJECT ORIENTED
Avoids Uncertainty EMBRACES UNCERTAINTY
Can’t- do Attitude CAN-DO ATTITUDE

Brands Outsourced BRANDS MANAGED INSIDE
Design as Veneer DESIGN FROM DAY ONE




SERVICEDESIGN



SERVICEDESIGN ?
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Nice Terminal from outside..




What really happened...




Why should service design be in
the earliest planning stage?
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“When you have two coffee shops right to
each other, and each sells the exact same
coffee at the exact same price, service
design is what makes you walk into one and
not the other.”



“There’s been a lot of focus
on product innovation over
the years, but very little
discussion or thought on
innovation in the service
sector — despite the vast

growth of that part of
our economy.”

John A. Byrne, editor-in-chief of Fast Company magazine, January 21, 2005
Service innovation, http:/fblog fastcompany.com



————

. /0%

/I

of GDP

o / E
. (5%

%, “ >

70% - a large part of the developed country economy is in
the service sector and the vast range of different services
underlines the fact that services are everywhere.
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EFFICIENT
EFFECTIVE
USABLE
SATISFIED
IMPRESSED
DESIRABLE
CONVENIENT



Product Service
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airbnb
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List Your Space

WELCOME HOME —_—

Rent unique places to stay from local hostsin 190 countries.

How It

) Check In Check QOut 1 Guest
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Traditional multiple queue
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Single linear queue







Techno-enable service/ ICT-enabled services




SERVICE
EXPERIENCE

CUSTOMER
JOURNEY



Emotional Journey of a San Francisco Tourist's First BART Ride
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SERVICE
PERIOD
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SERVICE DESIGN ROLE



SERVICE DESIGN ROLE
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Look

Ask

Try



Competitive Product
Survey

HOW : collect, compare, and conduct
evaluations of the product’s competition.

WHY : This is a useful way to establish funtional

requirements, performance standards, and other
benchmarks.

Developing a new soft drink, the IDEO design team

surveyed the competition for functionality and form
factors.




Learn

Ask

Try



A Day in the Life

HOW : Catalog the activities and contexts that
users experience throughiut an entire day.

WHY : This is a useful way to reveal unanticipated
issues inherent in the routines and circumstances
people experience daily.

IDEQ asked potential wearers of a drug-delivery patch
to document their daily behaviors including those that
might affect the function of the patch-getting wet,
snagging on clothing, etc.
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Try



Narration

HOW : As they perform a process or execute
a specific task, ask participants to describe aloud
what they are thinking.

WHY : This is a useful way to reach users’
motivations, concerns, perceptions, and reasoning.

In order to understand how food is incorporated
into people’s daily routines, the IDEO team
asked people to describe they were thinking
while eating.
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Look

Ask



Role-Playing

HOW : Identify the stakeholders invovled in the

design problem and assign those roles to members
of the team.

WHY : By enacting the activities within a real or
imagined context, the team can trigger empathy
for actual users and raise other relevant issues.

Design a medical device, the IDEO team role-

played a situation involving a doctor, a nurse, a patient,
and an anesthesiologist to simulate the interdependent
tasks demanded of the operating room staff.
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Levels of service design




STRATEGIC LEVEL

SYSTEM LEVEL

INTERFACE LEVEL






Starbucks
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IKEA :All levels

ENTRANCE




IKEA :All levels

(interface/process/strategy)
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INTERFACE LEVEL




Queuing vibrating call : interface level
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SYSTEM LEVEL
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Service Design Thailand Facebook by TCDC

8 006 K3 service Design Thailand
C [ https://www.facebook.com/ServiceDesignThailand

Email or Phone
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Timeline About Photos Likes Events

PEOPLE Service Design Thailand 1éuy{ a0 us uos KODW

Anijo Mathew : Apple Inc.'s design team is one of the rare teams that
start with desirability, not viability or feasibility #kodw2014
#workshop IIT Institute of Design

ABOUT

Service Design Thalland Is an open platform for
sharing knowledge about Service Design and

related ones.
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