3M marketing ploy? Or real business value?
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Image: http://www.flickr.com/photos/nichephoto/3117168871/

Service design

I’d like to start by acknowledging the traditional owners of the land on which we meet
today, the Cadigal people of the Eora nation, and pay my respects to their elders past and
present
Thanks to the team at Saasu for inviting me to share with you some of my experience with
service design
How many of you are familiar with the term “service design”?
How many of you have participated in a service design project?
For any of you that have been involved in a service design project, you’ll be familiar with
the prevalence of the humble post-it note
A friend of mine offered to buy me a shares in 3M because of how many we go through...
But is this excessive use of post-it notes to appear like we’re doing something cool,
creative & interesting?
Or can it provide real business value?
Financial Times: “skills that designers have developed are relevant, the problems are not
within their exclusive area as traditionally defined. Some people have issues with the
phrase in that it de-emphasises the important making aspect of design, reducing it to a
cognitive process.” — http://lexicon.ft.com/Term?term=design-thinking

Image: http://www.flickr.com/photos/nichephoto/3117168871/

Value
innovation

•
•
•

How many of you are familiar with Blue Ocean Strategy?
The authors of the book Blue Ocean Strategy argue for businesses to adopt a “Value
innovation”
Understand what your customers value (and conversely what they value less)

Competitive differentiation

Cost efficiencies

http://www.blueoceanstrategy.com/
•
•
•
•
•
•
•

Review the competitive space and determine what competitors are emphasising — what
they’re competing on
Consider that in relation to customer value, and look for opportunities to provide value
that matches customer needs, but that is not an emphasis for your competitors
This approach not only creates competitive differentiation
But also offers opportunities for operational efficiencies, as non-differentiating/nonvalued factors can be de-emphasised in your offering
As we will see, service design takes a customer-centric approach, which helps in
understanding what is valued by your customers
But it also takes an holistic view of your business to help uncover operational efficiencies
that can be gained through a targeted service offering
Service design provides a powerful toolset that can be applied to achieve these kind of
benefits

Source: http://www.blueoceanstrategy.com/abo/strategy_canvas.html

Business benefits
New markets & offerings
•
•
•

Service design’s customer-centric approach enables better understanding of customer
needs
This can help significantly in identifying opportunities for new services and products to
meet unmet needs
Either for new services to existing markets, or in the discovery new markets for existing
services

Image: http://www.flickr.com/photos/stuckincustoms/1022980784/

Image: http://www.flickr.com/photos/stuckincustoms/1022980784/

New market
opportunities

Operational efficiency

Operational efficiency

•
•
•
•
•
•

Image: http://www.flickr.com/photos/vividbreeze/2910305094/

Business benefits

Service design brings together key people from across a business
It looks across departmental boundaries and silos
And provides more effective methods to engage people from across an organisation than
traditional consultative methods
This often uncovers opportunities for streamlining operations
By finding new methods to achieve customer outcomes that can remove inefficient or
redundant processes
Frees up cashflow & capital, and importantly time, for other things

Image: http://www.flickr.com/photos/vividbreeze/2910305094/

+ Likelihood to recommend 6.7%

Loyalty

+ Willingness to buy more 8.2%
+ Reluctance to switch
•
•
•
•

8.4%

By taking a customer-centric approach, service design creates a better customer
experience
And a better customer experience drives loyalty, and ultimately revenue
Forrester report “Customer Experience Boosts Revenue” found “customer experience
leaders 14% greater loyalty over “customer experience laggards”
But that competitive advantage is still significant over the average business, with... (3
bullets)

Source: http://www.forrester.com/Customer+Experience+Boosts+Revenue/fulltext/-/ERES54750
http://www.designforinteraction.com/2009/07/loyal-customers-increased-revenue/
http://experiencematters.wordpress.com/2009/06/25/customer-experience-boostsrevenue/ — CHARTS

Business benefits
Reduced risk

Reduced risk

•
•
•
•

Through the use of prototyping and iterative management methods, service design can
significantly reduce business risk
It enables a business to test new service offerings and determine what works, and
importantly, what doesn’t, earlier in the service development cycle
These early learnings can significantly improve a service, both increasing the potential for
success
But also to identify potential “rebound effects” and unexpected challenges that can only be
found during execution and testing

Image: iStockphoto — licensed for use

Business benefits
Low cost methods

•
•
•
•

Image: http://www.flickr.com/photos/davegray/5713743296/

Big co vs. little co

Service design often uses low-cost methods to gain insights to inform a service’s
development
While service design might be perceived as something that only larger organisations can
do, many of the methods are “low-fidelity” and can be undertaken at low cost
So all that’s required is appropriate training and experience for smaller businesses to be
able to utilise them effectively
Additionally, service design methods are often more effective at achieving their objectives
than traditional methods such as surveys, focus groups, meetings and “working groups”

Image: http://www.flickr.com/photos/davegray/5713743296/
More info: http://www.gogamestorm.com/

Image: http://www.flickr.com/photos/serendipity_photography/6258703090/

•
•
•
•

Personal value

Lastly, service design methods are fun, and the learnings and outcomes can provide great
satisfaction
All of us as business owner start our businesses because we have a passion
And we want to create greater value for our customers and clients than what exists
Service design taps into that passion and desire for creating a better place and gives us
tools to amplify it

Image: http://www.flickr.com/photos/serendipity_photography/6258703090/

What is it?

•
•
•
•
•

Image: http://www.flickr.com/photos/foxspain/3293845578/

Service design

So what is “service design”
Those who put their hand up before who had heard about service design, what does
service design mean to you?
[Allow time for answers] — bad experience? looking forward to your questions then!
Service design refers to the application of design methods and skills: from industrial,
interaction, user experience and other design fields, and applying them in a different
contexts, namely improving services, both from a customer and organisational perspective
The aim of service design is to create an exemplary customer experience

Image: http://www.flickr.com/photos/nichephoto/3117168871/

NIELSEN/NORMAN GROUP

The first requirement for an exemplary
user experience is to meet the exact
needs of the customer, without fuss or
bother.

•

Which Nielsen/Norman Group have attempted to define...

NIELSEN/NORMAN GROUP

Next comes simplicity and elegance
that produce products [and services]
that are ... a joy to use.

NIELSEN/NORMAN GROUP

True user experience goes far beyond
giving customers what they say they
want, or providing checklist features.

NIELSEN/NORMAN GROUP

In order to achieve high-quality user
experience in a company's offerings
there must be a seamless merging of
the services of multiple disciplines ...

Organisation
purpose
Internal view

•

Stakeholder needs
& expectations
External view

As I’ve mentioned already, service design takes an holistic view that seeks to find a
profitable balance between achieving the organisation’s purpose

Organisation
purpose

Stakeholder needs

Internal view

•

And meeting the needs of the people we aim to serve

& expectations
External view

Organisation
purpose
Internal view

•

Stakeholder needs
& expectations
External view

The interaction between these two domains of concern is what service design aims to
uncover and optimise

Two-sided markets

•
•
•

This is especially important as the delivery of “value” becomes more interactive in a
services-centric and social media-enabled world
Where value is co-created with our customers
So what does service design look like in practice?

Human-centred

•
•
•
•
•
•

Image: http://www.flickr.com/photos/foxspain/3293845578/

Service design

Service design starts by looking at the service offering from the perspective of the people
who use the service
Interaction design and other design disciplines do this
Often referred to as “User-centred design”
Looking at a specific task or interaction and working out how it can be improved from the
user’s perspective
But I, and others, would argue it goes beyond this
(That “empathy” is a key trait)

Empathise

•
•
•

That “empathy” is a key trait of service design
It encourages us to seek a deeper understanding of the people we aim to serve
To understand their motivations and frustrations, not just the practical aspects of their
experience of a product or service

Image: http://www.flickr.com/photos/foxspain/3293845578/

Service design

Example: Elder
Power?

•
•
•
•
•
•
•

Elder Power, based out of the US, is a fantastic example of empathic design applied to
services
Elder Power is an elder care service that recognised a significant part of our elder’s health
is tied to their sense of self-efficacy and personal value
So they engage them in the process of providing care for each other, with members
expected “to take an active role in their own well-being and to help others in the
network.”
The people behind the service describe it as enabling “seniors to be secure, socially
enriched, and personally empowered” where “Each member has a personal advocate within
the network who helps coordinate the use of EP’s services.”
The service has a significant technology component: combining smart home technology
with online social networking and web applications.
In taking this approach, the service has been able to achieve significant operational
savings, reducing the cost of care to “3% of the average cost of conventional home care ...,
10% of the average cost of a nursing home, and 18% of the average cost of assisted living.”
One of the tools that service design practitioners use to help us take an empathic
approach to design is personas.

More information about Elder Power:
• http://www.lincme.net/index.php
• more info: https://www.mckinseyquarterly.com/
Creating_value_in_the_age_of_distributed_capitalism_2666

Food is central to Rachel's enjoyment in
life. If she's not talking about it, she's
thinking about it.

Rachel’s situation

What is getting in the way?
•
Forgetting, or lacking time, to plan food for the week ahead
•
Eating out
•
Lack of time to cook more complex meals

Rachel

How will Rachel interact with
FlavourCrusader?

Cooking foodie
Age
Occupation
Education
Family status
Location
Challenges

28
Government policy advisor
Bachelor degree
Defacto
Surry Hills, NSW
Mildly dyslexic

Online locations:
Computer type:
Connection type:
Internet usage:

Work, Mobile
Windows desktop, iPhone
ADSL2, 3G mobile
5–6 hrs

Top five bookmarked websites:
•
Twitter
•
Gmail
•
Facebook
•
Food blogs (various)
•
Epicurious

Technophobe

Wired

Beginner

Farmers' markets

Expert

Frustrations and pain points
•
Not being able to find good quality, locally-sourced and
affordable produce between market days
•
The "cult of organic" — people who don't really "get it"
•
Friends not being interested in food as much
•
Online recipes and sites (like Epicurious) so American-centric
Key words
chefs, restaurants, recipes, cookbooks, ingredients, seasonal, local,
farmers' markets

Referrer Twitter mention
Introduction touchpoint iTunes page
Questions
•
What produce is currently in season?
•
When is a specific ingredient come into season?
•
What can I do with a specific ingredient? What goes with it?
How do I prepare/cook it?
•
What can I do with the food I have in the fridge?
•
Where is a specific ingredient grown in Australia?

Rachel’s story
Food was always a big part of family activities — a chance each day to
meet around the table — and I'm continuing in that tradition. On
weekends I'll often spend the whole day going to the markets,
preparing then cooking in the afternoon to host a dinner with friends.

Reasons to return
•
Checking what's in season when planning the week's meals
•
Finding when something comes into season to know when a
recipe can be made
•
Finding recipes for a specific ingredient
•
Post a photo of a cooked meal from a listed recipe
•
Post own recipe (via website)
•
Post a photo of interesting produce found at a market

My friends were getting sick of me talking about food, so I was really
glad to connect with food bloggers and people on Twitter who share
my passion for food. I love the stories behind food — whether from
food bloggers or the producers at my local farmers' market. That direct
connection to producers is much more important to me than if
something is 'certified' or not. I learn so much from them about
seasonality, techniques and tips on preparing and cooking food, and
just what's involved in getting the food on my plate. I appreciate their
efforts so much more since I've got to know some of them better.

Who influences Rachel?

I really enjoy simple, produce-driven recipes and I get excited finding
new ingredients and flavours and trying new techniques. I'm always
learning. I have so many cookbooks, but I don't really get into them as
much as I'd like.

Friends
Mainstream retailers

Goals/Motivation
•
Enjoy great food to share with friends and family
•
Find new ingredients or techniques (to share with other foodies)
•
Increase knowledge about food — cooking, preparation,
seasonality, provenance etc.

Other foodies
Rachel

Cookbooks

Ingredients

TV
Chefs &
Restaurateurs

Producers

I don't like buying fresh fruit and veg from supermarkets because I find
the quality and taste of the produce is pretty poor. I try to stock up at
the farmers' markets on the weekends instead. It's a bit more
expensive, but it tastes soooo much better, and lasts longer anyway. I
try to get to the local greengrocer instead of Coles or Woollies for the
things I can't get elsewhere or if I've not been able to get to the markets
for the week — but I wish there were more options.

This work is licensed by Zumio under the Creative Commons Attribution-NonCommercial-ShareAlike 3.0 Unported License. To view a copy of this license, visit http://creativecommons.org/licenses/by-nc-sa/3.0/ or send a letter to Creative Commons, 171
Second Street, Suite 300, San Francisco, California, 94105, USA.

•
•
•
•

Personas are archetypal, not stereotypical, representations of the people we aim to serve
They help us to picture our service and offering from the perspective of our customers
To put ourselves in their shoes as we’re considering our offering and how they interact
with our organisation
For personas to be effective, though, the need to be heavily informed by...

Empathise
Research

•
•
•
•
•
•
•
•
•

Image: http://www.flickr.com/photos/foxspain/3293845578/

Service design

Research — not just based on opinions of what we think our customers might want
Academic research can be a useful tool — where researchers are able to go into great
depth to understand a particular issue
More traditional and well known market research techniques such as surveys and focus
groups — including quantitative studies and demographic analysis and segmentation —
also provide useful insights
Service design emphasises practical, ethnographically-inspired qualitative research
methods that sit somewhere in between
These methods are designed to be “light-weight” — so not as robust or rigorous as an
academic study might be — while also allowing us to go deeper (and broader) than
traditional market research tools
To go beyond explicit knowledge, what people tell us, to uncover tacit knowledge, stuff
they may not even know they know — things that they assume or expect and may not tell
us otherwise
Techniques such as observational research — where a researcher might “shadow”
someone as they undertake a task
Or in-context interviews, — access to artefacts etc.
Another thing that research can help us do is get a sense of the (broader context...)

Saasu foundation
story

•
•
•
•
•
•
•
•
•

Another great example of this approach happens to fall very close to home
And I promise this isn’t a sales pitch!
I first met Marc Lehmann, Saasu’s CEO, in 2000
Marc was the first bookkeeper I called that answered the phone
Yes, bookkeeper...
Marc had already had the idea that online tools could improve the way accountants,
bookkeepers and business owners interacted
So to understand the market, Marc setup a bookkeeping operation, called Macromanage,
so that he could understand first hand the frustrations, motivations and challenges that
the users of this potential service faced
You could say that Marc established a new line of business as a research program to
understand the market
That understanding underpinned the first versions of NETaccounts, which ultimately
became the Saasu product that you know today

Image: http://www.itbdigital.com/opinion/2011/10/01/how-safe-is-your-data/

•
•
•
•
•
•

Image: http://www.flickr.com/photos/observatoryleak/3187926964/

Mobile diaries

Another innovative research technique that we’ve used on projects is mobile diaries
Enables us to research users in contexts we wouldn’t otherwise be able to access
And people’s familiarity and comfort level with these technologies makes it a good tool to
undertake “fly on the wall” style research
Current technologies (iPhones, easy posting to blogs such as Posterous or Tumblr) make
this relatively easy
The basic idea is that a researcher provides prompts and resources that encourage
participants to “self-report” on their activities related to the topic under investigation
Results: “inspirational and informational” - inspired creative responses. Data collected
that would not be possible in traditional interview context

Penny Hagen presented a paper “Engaging with stakeholders: Mobile Diaries for social
design” on this technique at DUX07 - also available on slideshare:
http://www.slideshare.net/pennyhagen/engaging-with-stakeholders-mobile-diaries-forsocial-design-presentation
Image: Leeks on flickr - http://www.flickr.com/photos/observatoryleak/3187926964/

Behavioural
economics

•
•
•
•
•

Research of this type helps us to see what people actually do, rather than what they “say”
they do
It’s well understood in social science circles that there is often a disconnect between these
two things
A great introduction to the sorts of things we need to be aware of is provided in the book
Nudge, which provides an accessible introduction to behavioural economics
An understanding of these principles can also provide us with tips and tricks to enable
better services too
And lastly, and perhaps a little more directly relevant to some of you here today, it’s
important to gain solid...

http://nudges.org/

Image: http://www.flickr.com/photos/puuikibeach/4653801674/ 964/

•
•
•

...metrics on business performance
Business metrics not only provide insights into where improvements might be made, or
where they’d be most effective in achieving business returns
They also provide an important baseline against which we can measure changes and
improvements to the service

Image: http://www.flickr.com/photos/puuikibeach/4653801674/

Empathise
Research
Zoom out for context

•
•
•
•
•
•
•

Image: http://www.flickr.com/photos/foxspain/3293845578/

Service design

Another important aspect of service design is taking a step back to look at the next larger
context in which the problem(s) we are trying to solve exist
This is important because we may find that this broader context inhibits our ability to
effect a successful service change
For example, there may be something outside of our organisation that causes people to
need certain services or exhibit certain behaviours — something that is outside of our
control (or that we need to work towards resolving to create a better service)
Alternatively, we may find opportunities to tackle the problem from a different angle to
achieve a greater degree of success
So, if we were asked to design a new experience related to cars
We’d look at “mobility” or “transport”, not just “cars”
A Better Place have done exactly that...

Our global sites

Search site

Subscribe

ELECTRIC CARS

DRIVERS

FLEETS

PROPERTY OWNERS

MEDIA

ABOUT US

MEMBERS

Why go electric?

Solution for Drivers

Solution for Fleets

Solution for Properties

Media releases

Our solution

Resources

Better Place is the leading global provider of electric car networks. Our innovative battery-switch model gives drivers a fully charged battery in under five minutes
and makes driving an electric car affordable, convenient and sustainable. Better Place owns and operates networks of Battery Switch Stations and public/ personal
Charge Spots, along with the supply of batteries that power the cars. Better Place Australia uses only 100% renewable energy in order to deliver fully zero
emissions driving. The World Economic Forum has named Better Place a “Global Growth Company Industry Shaper” for its innovative approach in advancing the
global switch to electric cars.

Most cars are parked for over 20 hours a day so why not use that time to keep
yours going? We’ll be rolling out an extensive network of convenient and reliable
Charge Spots to keep your car topped up, whether you're at home or out and
about.

http://www.betterplace.com.au/

Longer journeys are no issue with a switchable battery car. Just switch your

•
•
•
•
•

empty battery for a full one at a Battery Switch Station, in less time than it takes

They sought to address one of the key challenges with electric vehicles: how to make the
to exchange depleted batteries for fully charged ones, cool and recharge
cars
go further, and reducing the time it takes to get a fully charged battery
batteries in inventory, and manage the logistics to ensure that each electric car
Rather
thanbattery
focusing
technology
in the batteries — how to increase their capacity,
gets
a fully charged
each time it on
arrivesthe
at a station.
Unlimited driving.
Just
- Switch - Go. or reduce their charge time
forDrive
example,
A Better Placed looked more broadly at the transportation and fuel delivery ecosystem and
imagined how a different approach might be taken to support electric vehicles based on
current technologies
(Start animation)
This has led them to find opportunities across the ecosystem, including charging spots,
battery changeover stations, renewable energy, and grid management.
to fill up with petrol. Our Battery Switch Stations use an ingenious robotic system

Better Place supply the battery, so your car costs a whole lot less to buy. You

simply pay a low monthly membership fee that covers your battery and energy
use. Better Place will own and manage a portfolio of lithium-ion batteries. This
reduces the upfront cost of an electric vehicle and ensures that drivers will always
have access to a high performance battery. No risks, no worries.

It's now easy being green. Better Place provides only 100% renewable energy to
power your electric car. We’re also acting as a driver for renewable energy
demand. We will ensure the supply of green electricity is there for us by signing

Image: http://www.flickr.com/photos/brandonschauer/3363169836/

•
•
•
•
•
•

Taking this broader perspective also includes understanding a service not only from the
perspective of the customer
But also from the perspective of the front-of-house and back-of-house perspectives
A useful tool for supporting this process is the Service Blueprint which maps the key
interactions a customer might have with an organisation over time with the front- and
back-end processes and systems that support that interaction
This example from Adaptive Path’s Brandon Schauer provides an illustration of a service
blueprint for a conference event
As you can see there are a number of elements to the blueprint, and it demonstrates the
interconnectedness of the various systems in supporting a specific interaction with a
customer
This interconnectedness highlights another important facet of service design...
(collaboration)

Image: http://www.flickr.com/photos/brandonschauer/3363169836/

Empathise
Research
Zoom out for context
Collaborate

Co-design
Multi-disciplinary teams
Co-opetition

•
•
•
•
•

Image: http://www.flickr.com/photos/foxspain/3293845578/

Service design

Collaboration can occur not only within teams in a business, but also extends to involving
the people we aim to serve in the process of design
Co-design = collaborative design — activities where people can collaboratively generate a
design
Multi-disciplinary teams — where people bring different perspectives and domain
experience to a design challenge
Co-opetition — where traditional “competitors” work together to achieve a common goal
A good local example of both co-opetition and the engagement of multi-disciplinary
teams is... (Green Buildings Alive)

Pulse Visualisation

Hide

Find out more

Energy breakdown of a Sydney building with an NLA of 25029m2 at 2 Apr 2012

Discussions

Data Tools

Explore how much greener buildings can become.

How do New York City buildings measure up to
Sydney's for power use?

About

Get latest news and discussions

This site shares rich data visualisations and stories on improving performance
from real commerical buildings. Anyone in the world can investigate, share
and comment on techniques for providing high quality indoor environments
that strive to use the least amount of resources.

Latest discussions

Get Involved

Enter email address

Subscribe

Data tools
Pulse
Learn more...

Taking the daily pulse of commerical buildings and
streaming live to the web.

14 MARCH 2012, 8:45 A.M. BY BECK DAWSON • 0 COMMENTS

The Modi Research Group at Columbia University have
published a heat map of New York City's power use, using a
predictive computer model. Residents, workers and engineers
alike can check how buildings compare to the neighbours. ...

http://www.greenbuildingsalive.com/

•
•
•
•
•

Pulse tool for building energy data Q+A March 16

Datalyzer

A fully interactive way to investigate seven years of
environmental data from 54 commercial office
buildings.

Learn more...
...Green Buildings Alive
Investa recognised the need for cross-industry dialogue including the engagement of
researchers and academics to do contextual research (of the kind I mentioned earlier)
Building efficiency is a key driver of business value for Investa, impacting rents achieved,
operational efficiency and costs, along with customer and occupant satisfaction, not to
mention being a significant competitive driver in terms of market positioning
They recognised that for them to continue to improve the efficiency of their buildings,
they needed to engage with participants across the industry to share learnings and new
techniques and approaches
Making data available to encourage reciprocity and engagement
11 MARCH 2012, 3:30 P.M. BY CRAIG ROUSSAC • 11 COMMENTS

Workshops
•

•

As part of this program, we utilised service design methods to facilitate a multidisciplinary workshop with senior management, operations staff, academics, PR
consultants and IT/infrastructure providers to contribute to the Green Buildings Alive
strategy
This session helped provide key insights into who the program was best to engage and
what their needs were, as well as how the program integrated with these participant
groups’ work

Empathise
Research
Zoom out for context
Collaborate
Prototype & iterate

•

Image: http://www.flickr.com/photos/foxspain/3293845578/

Service design

One last aspect of service design that I’d like to explore today is that of prototyping and
iterative management methods

Image: foxspain – http://www.flickr.com/photos/foxspain/3293845578/

“Thinking with your hands”

•
•
•
•
•
•
•
•
•

Image: http://www.flickr.com/photos/beth19/4866638272/

Prototyping:

Dave Gravina of design agency Digital Eskimo calls prototyping “thinking with your hands”
In execution you learn a lot
Even the best designers can’t think of everything
So do the smallest possible to learn what you need
Then try to do a bit more, or another approach, or another piece, and learn some more
Different to a traditional “pilot” which seeks to prove something works...
Prototyping is more open — equally seeking what works and doesn’t
“Failure” is not a dirty word in prototyping — it’s a natural part of the process
The key is to fail small and fail early, to succeed sooner — containing risk

Image: http://www.flickr.com/photos/beth19/4866638272/

Image: http://flickr.com/photos/fpsurgeon/2384522828/

•
•
•

IterateIterateIterateIter

Service design is iterative — it takes a “continuous learning” approach
Improvements continue to be made over time, as learnings are gathered through
prototyping and service roll-out
And is a process that continues well beyond the release of a service

Image: fpsurgeon @ http://flickr.com/photos/fpsurgeon/2384522828/

http://theleanstartup.com/
•
•
•

The “Lean Startup” philosophy shares this perspective, and is a useful framework to
consider in a service design context
Especially the Lean Startup concept of a “minimum viable product”
Of which I’d suggest the iPod/iPhone product service system is an excellent example

http://theleanstartup.com/

Example: Energy
monitor
Wever, R, Kuijk, Jv & Boks, C 2008, 'User-centred Design for sustainable
Behaviour', International Journal of Sustainable Engineering, vol. 1, no. 1.

Image: http://www.thedailybeast.com/newsweek/galleries/
2009/01/07/history-of-the-personal-digital-assistant.html

•
•
•
•

Prototypes are probably best recognised in the areas of software or physical products
Such as those demonstrated by this energy monitor
(Next slide)
Or, the famous case of Jeff Hawkins’ Palm Pilot, a simple block of wood

Image 1: Wever, R, Kuijk, Jv & Boks, C 2008, 'User-centred Design for sustainable Behaviour',
International Journal of Sustainable Engineering, vol. 1, no. 1.
Image 2 (Palm Pilot): http://www.thedailybeast.com/newsweek/galleries/2009/01/07/
history-of-the-personal-digital-assistant.html

Applies to services & physical spaces too

Example: Physical
space apple (or
Macdonalds) Store

•
•
•

But Apple provides a clear example of how this can also apply to service delivery and
physical space design
Apple prototype their new stores, both in terms of the physical design and service
delivery, in a warehouse facility
Goes a long way to explaining their position as a leading retailer

CNN: “Apple: America's best retailer” http://money.cnn.com/magazines/fortune/
fortune_archive/2007/03/19/8402321/index.htm
Image: http://www.flickr.com/photos/sunsurfr/537823276/

Image: http://www.flickr.com/photos/sunsurfr/537823276/

Prototyping:

Image: http://stinelin.wordpress.com/tag/experience-prototype/

•
•
•
•

While Apple’s efforts are an inspirational example, you don’t need a warehouse and
Apple’s vast stash of cash to benefit from prototyping
Prototypes, in fact, are best when they are low-cost — where you’re not afraid to throw
them away
They can be as simple as role-playing interactions to test new service delivery processes
Or printing screens for your new website on paper and testing them with end-users

Image 2 (background): http://stinelin.wordpress.com/tag/experience-prototype/
More information:
http://www.servicedesigntools.org/tools/21

About

Work with us

Example: Huddle
Spaces
We are a creative design space for prototyping services and
business models. Contact us now to discover how prototyping can
help your business do more with less.

http://huddlespaces.com/
•
•
•

For anyone interested in prototyping their services
A new space opening up here in Sydney to assist organisations wanting to prototype their
services, including physical spaces
In fact, the service itself is going through a process of prototyping itself in the coming
weeks

Empathise
Research
Zoom out for context
Collaborate
Prototype & iterate

•
•

So in closing:
Service design provides us with a range of effective tools that enable us to...

Image: foxspain – http://www.flickr.com/photos/foxspain/3293845578/

Image: http://www.flickr.com/photos/foxspain/3293845578/

Service design

Competitive differentiation

Cost efficiencies

http://www.blueoceanstrategy.com/
•
•
•

Optimise our business to deliver greater customer value
And identify operational efficiencies
To create sustained competitive advantage

Source: http://www.blueoceanstrategy.com/abo/strategy_canvas.html

Questions &
Discussion
Grant Young
grant@zum.io
@grantyoung || @zumio

This work is licensed under the Creative Commons
Attribution-NonCommercial-ShareAlike 3.0 Unported
License. To view a copy of this license, visit
http://creativecommons.org/licenses/by-nc-sa/3.0/ or
send a letter to Creative Commons, 171 Second Street,
Suite 300, San Francisco, California, 94105, USA.

•
•

Unfortunately I didn’t have an opportunity today to get into too much detail about
specific methods or case studies, but I’d be more than happy to take any questions now,
or during the breaks
And just a brief reminder about our promotion for the conference — if you fill out the
postcard in your packs and drop it to me during the conference, you’ll go in the draw to
win a half-day innovation workshop for your business

