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Service Design

LO 5: Students can use service design tools
to support business model innovation and
to generate, develop and test sustainability-driven
business ideas and opportunities
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Service Design - Designing poitive
impact: an introduction

« Watch this video to find out more about Sevice Design:

Design Thinking
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Service Design - Designing poitive
impact: how does it work?

Sustainable change can be achieved from different perspectives:

1.Designing sustainable behaviour: Designing a more sustainable product
or service, that fully matches the needs of your users.

2.Designing circular services: Developing sustainable business models,
moving from a product based company to a service oriented company,
or developing a sustainable way of offering your products and services.

3.Designing resilient systems: And last but not least, creating a
sustainable ecosystem by involving all stakeholders
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Service Design — tools to use

designing sustainable driven services

* Personas

* Customer journey maps
* Experience prototypes
* Service blueprints

e Storyboards

* Scenarios
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Personas

-
PERSONA CANVAS Persona type Author______ Date BDT
R
Priority PRIMARY SECOMDARY Personality Technology expertise Where to reach me
EXTROVERT INTROVERT IT & INTERNET TRADITIOMAL ADS & DIRECT MAIL
SENSING INTUITIGN SOFTWARES OMLINE ADS & EMAIL
THINKING FEELING MOBILE AFPS BLOGS & SOCIAL MEDIA
UDGING PERCEIVING SOCIAL NETWORKS REFERRALS
€€ statement/behaviour PASSIVE ACTIVE INTERNET OF THINGS B VIRTUAL REALITY PHYSICAL LOCATIOM/EVENTS
What makes me get involved Goals Pain points
INCENTIVE
»
Name FEAR
Age
ACHIEVEMENT
Occupation
Location GROWTH
Status
POWER
Bie SOCIAL
Fave brands/apps/influencers Top reason to use your product/service Relationship with your product/service
(USP)
]
3
g
Devices and platforms Dealbreaker %
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Experience
prototype

PRE-SERVICE DURING SERVICE POST-SERVICE

CUSTOMER JOURNEY
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Service
blueprint
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Service Blueprint for Seeing Tomorrow's Services Panel
find out more: http://upcoming.yahoo.com/event,/1768041
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LINE OF INTERACTION
Front-of-stage
interactions

LINE OF VISIBILITY
Back-of-stage
interactions

LINE OF INTERNAL INTERACTION

Supwﬂ

(G U] Brandan Schouss Adsptiv Path
S 7 This work is licensed under a Creative Commons Attribution-Share Alike 3.0 United States License

%eralilaldecalamm Ho DDUU F SeAM K/‘ ,edu

m’“ G E N T KuRlKKh e F@E POORT ENAJOKI “'“ﬁm’xﬂéﬁmm WSX ;nlemv!se)

apro» (ieser




S USTAINABILITY
driven

Storyboar

Co-funded by the
Erasmus+ Programme
of the European Union

STORYBOARD

Marc can also proceed on
the checklist on his mobile

The list is stored in cloud
and accesible to every

phone using the Dick’s app. Dick's store associate.
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Marc can buy each piece basic knowledge and
online or try in store.

Quog

KURIKKR
LuKIO

equipment.

( SeAMK4#
RoC F@E POORT _ sensoonsameo

UNIVERSITY OF APPLIED SCIENCES

E NTREPRENEURSHIP

New Sport!

It gives Marc a checklist Through Marc's profile,
the system recognizes
he's looking into a new
hobby
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Scenarios

Start Here w/ User Persona

Create & Draw Scenarios that
connect User Personas

Value Streams
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TASK

* Choose design a new product or service you want to
design. You can use the idea of 5.2 as well.

* Apply the service design tools to your idea.
* Present your product or service to others

 Finally, reflect
* How do the tools work?
* How easy was it to use them from a sustainability
perspective?
« What was good about it and what was left to develop?

* How could companies improve their own operations with
these tools?
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