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Nordic foundations for design

» ... each thing must serve the purpose for which it was
made. /.../ out of this vision will come a new way of
life for each, and ultimately for all. »

From Ellen Key, 1913
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Nordic foundations for design

» Only by clarifying the relationship between an
artefact and the person who is going to use it, it is
possible for me to form an understanding for the
value of the artefact. »

Paulsson & Paulsson 1957
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DESIGN ENGAGES AND EMPOWERS
MANY PEOPLE TO CHANGE
THEIR PRACTICES
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DESIGN AR ATT
HUSHALLA MED
MANSKLIGA RESURSER

Tomas Edman, Landstinget i Varmland
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DESIGN AND SERVICE
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» Thus, the great economic law is this: services are
exchanged for services. /.../ it is trivial, very
commonplace; it is nonetheless, the begining, the

middle, and the end of economic science. »
Frédéric Bastiat 1848
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» Customers do not buy goods or services: [T]hey buy
offerings which render services which create value....
The traditional division between goods and services is
long outdated. It is not a matter of redefining services
and seeing them from a customer perspective; activities
render services, things render services. The shift in
focus to services is a shift from the means and the
producer perspective to the utilization and the customer
perspective. »

Gummesson, 1995
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Service Logic, Gronroos

Provider sphere Joint sphere Customer sphere
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Customer’s value creation
(customer in charge)

/ \
VALUE FACILITATION VALUE CO-CREATION L ATI
(SUPPLIER by providing (CUSTOMER and SUPPLIER (CUSTOMER alone)
goods and core together during interactions;
service offerings) Joint Value Co-creation)

Supplier’s production process
(supplier in charge) \ /

Customer’s co-production
participation
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Service design & systems thinking

Conceptual
Building

Blocks of
Service
Design
Purpose

Design
materials

Processes

Actor
involvement

Design of Services

Develop new service
offerings to improve
the customer
experience
Touchpoints and
interfaces

A phase in new
service development

Expert-driven
approach led by
managers and
designers

Design for Service

Create the conditions
for novel forms of
value cocreation

Socio-material
configurations

Iterative process
including designing in
use

Co-design with staff
and service users

Service Ecosystem
Design

Facilitate the
emergence of
cocreated, multi-
level wellbeing
Social structures and
their physical
enactments
Embedded feedback
loop of reflexivity
and reformation
Collective designing
by all actors

Design of services
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Design in service systems

Design for service

Tid
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CONCEPTS
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Concepts in service design

* Customer journey map
« Touchpoint
— Instances of direct or mediated contact with a service system
« Service moment, service phrase
« Evidence

— Manifestations kept by a beneficiary that proves s/he has the right
or has been part of the service

e Service channel

— The medium used
» Service blueprint

* Service prototypes
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Service blueprints

« Technical drawings for buildings

 First testrun from a lithographic film before making
the printing plate

« Technical specification for a product

 These are needed for services and service offers
 BUT

« Are detailed descriptions of how the service process
unfolds
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Customer activities

Line of interaction

Onstage activities

Line of visibility

Backstage activities

Line of internal

interaction

Support processes

Line of implementation

Management activities
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Service blueprint, example

Blueprint 1
Physical kg Gk e
Evidence parking 'P
5-10 minutes 1-5 minutes
Customer Driveinto Look for a Pay the Place the
Action empty Park : receipt in Find car Drive home
th k
gt parking slot parking foe the car
Line of Interaction
Onstage Ticket
machine
Line of Visibility
Backstage
Line of Internal Interaction
Supporting
processes
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Service blueprint, example

Blueprint 24 h
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VISUALIZATIONS
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A short note

e Synchron

— Does not show how a process unfolds; maps,
images
« Diachron
— Shows how a process unfolds; process charts,

flowcharts, blueprints, customer journey,
storyboards
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Transfer

Make data e
insights

accessible
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feeling
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REFRAMING
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Den psykiskt funktionshindrades viag genom varden ETT SCENARIO IDAG

VEM TAR KONTAKT? VAR TAR MAN KONTAKT? DEFINIERA BEHOV VARDPLANERING
Sjalv ¢ -l Akuten | ﬁ:;l:}rn‘:m | A
¢ JOURNAL 4
" Familjen/ “
Granne mi > : . : = Hem
1'!:::; I ( be::gm- aka hem .‘
| Social | J g 34
| tjansten
Vard | | Akut- Jikans
Pollsen | | e Arralan - (o _ 4
Iaish‘ikts “'1 : 4 | Team Rehab
skoterska | 4
- ’ Tillbaka vid r
akuta behov _ | kaNS |
medicinering LANDST|NGET
————————— — —— ————————— — T — — — — — — — — ANS! ﬁ ——————————
. OM STOD
Karina har under en wad KOMMUNEN
langre tid matt daligt. et
FII’SQTIGI’
Hon har tappat greppet
om verkligheten och : m_ ;
. \gheten ) | sed NOR )« anetscher
kanner sig standigt kassan "
forfoljd.
- UFPDRAG
Social- 4 Boende
tjdnsten handledare _
oo i mate J
Sociala b
Stodteamet {
, - | Handika
|\t
Nitkraft [ Yitre

natkraft



SVENSK
EVETHS Den psykiskt funktionshindrades vig genom varden ETT SCENAR'O |DAG

INDUSTRI

Handikapp-
konsulenten

Allminlikaren Q 5
Socialsekreteraren

Arbetsterapeuten

ﬁ"l
e
e,l/_J

..som ar involverade i
Karinas vard.

Karina har svart att
hantera kontakten med
alla de personer som finns
till hands for att ge henne Sociala Stodteamet
hjalp och stod.

()

i \‘ ~ Distriktsskoterskan

Boende-

Mobila Teamet
handledare

Enhetschefen P KANS



SVEN SK
INDUSTRI Den psykiskt funktionshindrades vag genom varden EN Vl SlON
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FLORIAN the German hunter
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STAKEHOLDER ENGAGEMENT
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Passenger's \deal Experience - T3

m Service Design Research - Jan 2006
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SERVICE PROTOTYPES
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Prototypes

 Definite prototype

— a representation that does not change in itself
when a person engages with the representation

* Ongoing prototype

— arepresentation that is hinged on the engagement
of a person in the representation
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AH. EFTER IDAG
FAR JAG EN
GRATIS MALTID!
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AH, VAD SKONT, NU
HINNER JAG GORA DET JAG
SKA OCH SLIPPER LAGA MAT

SKICKAS TILL DATORSYSTEMET

JAG VILL HA EN DAGENS
NYCKELHALSMALTID, TACK!

MED MINA INSAMLADE
TRANINGSPOANG PA
LIU-KORTET

JOHAN HAR ETT GULDKORT PA CAMPUSHALLEN,
HAN HAR INTE TRANAT PA ETT TAG

EMILIA GAR TILL KARALLEN FOR ATT ATA MAT

OM JAG TRANAR IMORGON AR
JAG SNART UPPE 1 80 POANG.
DA FAR JAG EN GRATIS MALTID!

VAD BRA ATT MAN KAN SAMLA
=—  POANG, DET HADE JAG GLOMT!

JOHAN SER HUR MANGA POANG HAN SAMLAT IN JOHAN BOKAR IN ETT PASS TILL IMORGON
PA SKARMEN NAR HAN REGISTRERAR KORTET INNAN HAN GAR HEM




Customer Journey
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checka frillan._. |

inkommande samtal. hor och tal-slingan tas upp lunch i solen med dagens aktiekurser

LINKOPINGS
II.“ UNIVERSITET



Prototype: ,
Any shared physical manifestation externallsmg an otherwls -
‘ mternal or unavallabl ision of a future situation. -

-
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