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About the book

** Chapter Summary: Service Design**

This chapter introduces the concept of Service Design as a multidisciplinary
approach dedicated to creating effective and user-centered services. By
employing a host of valuable insights and methodol ogies, the book seeksto
assist readers in understanding how to intricately tailor servicesto meet the

diverse needs of individuals and communities.

The chapter begins by defining what Service Design entalls—essentially, the
process of planning and organizing people, infrastructure, communication,
and material components of a service. Thisiscrucial as well-designed
services can lead to enhanced customer experiences, greater organizational

efficiency, and a positive societal impact.

To facilitate this understanding, the chapter offers real-world case studies
that illustrate successful Service Design applications. These examples not
only highlight the methodol ogies employed but aso the benefits that arose
from those design processes. Readers are encouraged to engage with these
case studies, analyzing their strategies and outcomes through acritical lens

to better grasp how they can apply these principles in their own contexts.

Furthermore, the chapter emphasizes the importance of a human-centered
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perspective in Service Design. It underscores the necessity of understanding
the end user—taking into account their behaviors, needs, and pain points.
This focus on empathy helps designers craft services that resonate with users

and fosters lasting relationships between them and the service providers.

The chapter concludes by encouraging readers to view Service Design as an
iterative process, one that requires continuous assessment, feedback, and
adaptation to changing needs. With its comprehensive framework and
guiding principles, the readers are equipped with the foundational tools
needed to design, implement, and eval uate effective services across multiple
channels, ultimately ensuring that the services not only succeed in meeting

organizational goals but also contribute positively to society.

By establishing a solid understanding of these concepts, the chapter lays the
groundwork for the subsequent discussions that delve deeper into specific
methodol ogies and applications of Service Design, ensuring a clear and

logical path toward creating impactful service experiences.
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About the author

In the chapters centered around Andy Polaine, the narrative highlights his
pivotal rolein advancing the field of service design, which focuses on
improving the customer experience through thoughtful, user-centered
strategies. Polaine's extensive background allows him to bridge the gap
between innovation and practical application, essential in today's digital age

where consumer expectations are continuously evolving.

The chapters begin by exploring Polaine's journey, detailing his evolution
from a designer to a sought-after consultant and educator. His diverse
experiences across multiple industries inform his holistic approach to design
thinking—an iterative process that encourages collaboration, empathy, and
experimentation. The emphasis on service design is particularly pertinent as
businesses strive to differentiate themselves in a crowded marketplace by

delivering engaging and meaningful interactions with their users.

As the chapters progress, they delve into Polaine’ s contributions to the
discourse on service design, including his co-authoring of the influential
book "Service Design." Thiswork underscores the necessity of placing users
at the heart of service development, advocating for an integrated approach
that marries creativity with functionality. His advocacy for user-centered
design principles reinforces the idea that effective services not only meet

practical needs but also resonate on an emotional level, fostering loyalty and
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satisfaction.

The narrative culminates in Polaine's insights into the strategic importance
of service design in the current landscape. He emphasizes the role of
empathy in understanding user needs and the value of continuous feedback
means that organizations can adapt and thrive amidst changing consumer
preferences. Through his teachings and public speaking engagements,
Polaine inspires a new generation of designers and organizations to embrace
service design as a crucia element for innovation and growth, ultimately
encouraging them to create more impactful services that truly resonate with

their audiences.
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Chapter 1 Summary: Insurancelsa Service, Not a
Product

Chapter 1: Insurancelsa Service, Not a Product

In this chapter, the focusis on transforming the perception of insurance from
amere product to avital service, addressing the common consumer
dissatisfaction in the industry. Insurance often emerges in consumers lives
during challenging moments, such as accidents or disasters, leaving clients
feeling under-informed about their coverage and leading to a market fixated
on prices rather than quality. Recognizing these issues, Gjensidige,
Norway’s largest general insurer, set out to change this narrative by
instituting a customer-centered approach, effectively breaking down internal

barriers and cultivating a culture that prioritizes service.

To initiate this transformation, Gjensidige launched the "Extreme Customer
Orientation" program, spearheaded by seasoned internal personnel. The
program involved thorough research that evaluated both customer
experiences and employee perspectives, revealing the fragile nature of trust
in insurance relationships. This research pointed to a significant need for
transparency, clearer communication, simplified documentation, and a

deeper grasp of consumer expectations.
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The insights gained from this research used both qualitative and quantitative
methods, revealing the discrepancies between customer expectations and the
reality of service delivery. Important themes emerged, such as the necessity
of building trust, smplifying decision-making options, effectively managing
expectations, and ensuring consistent and clear communication. This
highlighted a pivotal shift in how customer service performance should be

assessed, emphasizing satisfaction over mere sales figures.

To bring these insights to life, Gjensidige embraced experience prototyping
in service design. This allowed the organization to visualize and test new
insurance offerings, significantly ssmplifying policy documents and
clarifying the claims process. Prototyping identified critical interaction
points that could enhance customers comprehension and involvement,

facilitating a shift from a product-centric to a service-centric dialogue.

The chapter concludes with the realization that the journey is just beginning.
Although the radical changes proposed were not entirely adopted, the
insights gathered led to substantial internal transformations and numerous
improvement opportunities. This commitment to fostering a service-oriented
culture has driven better customer satisfaction, enhanced trust, and improved
performance metrics, earning Gjensidige recognition within the insurance

industry as a pioneer in customer engagement and service excellence.
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Chapter 2 Summary: The Nature of Service Design

The Nature of Service Design

Why Do Services Need Designing?

Service design has evolved from traditional industrial design, where the
focus was primarily on creating tangible products to enhance human life.
The contemporary approach emphasizes improving quality of life through
beneficial service experiences. This shift acknowledges that societal
challenges are often resolved not through material goods but through

thoughtful service solutions.

How Services Differ from Products

Unlike products, which can be designed independently of user interaction,
services inherently require engagement between providers and consumers,
Thisinteraction can lead to fragmentation when organizations work in silos,
resulting in digointed service experiences. A comprehensive understanding

of thisinteractive nature is essential for effective service design.

Services Created in Silos Are Experienced in Bits
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Fragmentation arises when service providers operate in isolated departments,
leading to alack of coherence in the overall service experience. Customers
evaluate their experiences based on how well these individual touchpoints
integrate, highlighting the urgent need for a unified approach to service

design that considers the entire journey.

Services Are Co-produced by People

Thevauein servicesis fundamentally co-created by both providers and
users. This collaborative approach requires acknowledging the role of the
consumer in the service process, which can enhance effectiveness and lead
to more favorable outcomes for all parties involved.

A New Technological Landscape: The Network

The advent of digital platforms has reshaped service delivery, introducing
complexity and interdependence among service components. Designers must
consider these networks in their work, ensuring that they enhance user
experiences while navigating challenges posed by interconnected systems.

The Service Economy

In developed nations, approximately 75% of the economy is now

service-based. This shift has made it imperative for organizations to adopt
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seamless service design strategies, as these are key to gaining a competitive
edge and fostering customer loyalty in an increasingly service-oriented

marketplace.
Core Service Values

Services embody three fundamental values. care (as seen in healthcare),
access (e.g., transportation systems), and response (such as customer
support). Understanding how these elements interconnect is crucial, as they

collectively shape the nuanced character of services.
Making the Invisible Visible

Many elements of service remain unnoticed by consumers, thus service
designers must strive to illuminate these behind-the-scenes components. By
demystifying services, designers can enhance customer engagement and

understanding, making the invisible aspects of service more tangible.
The Performance of Service

Service performance consists of two key dimensions: the experience of
delivery (how services are experienced) and the measure of value

(effectiveness and efficiency in delivery). To improve overall service quality,

designers must carefully balance these aspects.
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Unite the Experience

Effective service design requires creating a cohesive experience that aligns
organizational infrastructure with customer interactions. This means
breaking down silos that can create gaps in service delivery, ultimately
leading to improved customer satisfaction.

Summary

The transition from an industrial-based economy to one centered around
services demands a paradigm shift in how organizations approach service
management. Instead of viewing services as a series of digointed parts, a
holistic perspective that fosters cohesive experiencesis essentia for

enhancing customer satisfaction and overcoming organizational challenges.
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Chapter 3 Summary: Under standing People and
Relationships

#H Understanding People and Relationships

People Arethe Heart of Services

In today's rapidly advancing technological landscape, the essence of services
relies fundamentally on human interactions. Unlike traditional products that
exist as standalone items, services come to life during personal

engagements. These interactions forge relationships that surpass mere
transactions. Therefore, when designing services, the focus should be on
nurturing relationships that grow and evolve over time instead of narrowing

in on isolated transactional events.
| nsights ver sus Numbers

Service design distinguishes itself from conventional marketing by
prioritizing qualitative insights over quantitative data. While traditional
metrics often assess business outcomes through numbers, service design
delves deeper into human experiences, desires, and motivations. This
gualitative approach uncovers the underlying needs that can inspire

significant improvements and innovations in service delivery.
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Using Insightsto Drive I nnovation

For service innovation to be effective, it must be anchored in genuine user
experiences. Understanding user needs and behaviors plays a crucial rolein
formulating effective service propositions. By centering innovation around
the realities of users' lives, service design evolvesinto amore
customer-focused practice, ensuring that services remain pertinent and
adaptable.

Designing with People, Not for Them

Successful service design involves collaboration with both customers and
frontline staff. Engaged employees provide crucial insights about the service
experience, enhancing outcomes and fostering a sense of collective
ownership. Recognizing that both staff and users are vital to the service

chain leads to more innovative and practical design solutions.
Working across Time and Multiple Touchpoints

Service experiences are dynamic and unfold over time, encompassing
numerous touchpoints that users navigate. To optimize these services,

understanding user interactions with each touchpoint is essential. This

requires exploring how users experience servicesin real-world contexts,
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thereby enabling designers to craft coherent and integrated service paths that
address user needs effectively.

Segmentation by Journey Stage versus Target Groups

Rather than segmenting users purely by demographics or target groups, a
more effective approach focuses on the stages of the user journey with the
service. This perspective allows designers to pinpoint critical moments that
can either enhance or detract from user experiences, guiding targeted

improvements throughout the service lifecycle.
Resear ching acr oss M ultiple Touchpoints

To grasp the entire service experience, it's vital to gather insights from a
variety of contexts and user situations. By examining how different elements
Interact across diverse touchpoints, designers can identify gaps or
opportunities for enhancement, ensuring that the service aligns with user

expectations effectively.

#HE SUmmary

Effective service delivery hinges on recognizing the fundamental role of
human relationships. By employing qualitative research to capture insights
into the needs and behaviors of users, service designers can craft meaningful

experiences. A thorough understanding of user journeys across various
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touchpoints is imperative in creating services that resonate with both

providers and customers, ultimately leading to user satisfaction and loyalty.
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Chapter 4: Turning Research into Insight and Action

### Chapter 4 Summary: Turning Research into Insight and Action

In this chapter, the focus shifts to transforming research findings into
actionable insights within the realm of service design. Emphasizing
practicality over academic rigor, the chapter outlines how insights can be
categorized into three distinct levels, catering to diverse project needs and

timelines,
L evels of Insights

- Low-Level Insights These are quick summaries derived from brief
interviews with a small sample size, offering basic observations and
identifying potential quick wins for immediate impact.
- Middle-Level Insights Coming from in-depth research with around

ten participants, these insights aim to provide broader project relevance and
long-term value.

- High-Level Insights. Thislevel involves comprehensive analysis

leading to strategic recommendations. It presents insights in various formats

to facilitate robust sharing across stakeholders.

| nsights-Gathering M ethods
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The chapter highlights several key methodol ogies to gather insights,
primarily influenced by ethnographic research:

- Depth Interviews. Open-ended discussions designed to explore
participants perceptions and motivations, ideally conducted within the
context of their environment. Variations include;

- Consumer Interviewsin Pairs Participants discuss together, fostering
deeper insights.

- Business-to-Business (B2B) Interviews Informal settings often yield

more candid discussions.

- Participant Observation: Involves shadowing users to capture rea

behavior, uncovering latent needs that might not be voiced.

- Participation Techniques Engaging clients as users enhances empathy

and reveals critical insights necessary for enhancing service.

- Service Safaris Exploring other services broadens understanding and

infuses new ideas into the design process.
- User Workshops Collaborative sessions aimed at generating

innovative ideas, emphasi zing the importance of a comfortable and creative

atmosphere for participants.
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Probesand Tools

Several practical tools facilitate insights research, enabling participants to
express their thoughts visually or tangibly:

- Diariesfor ongoing reflections.

- Venn Diagramsfor visual organization of ideas.

- Brand Sheetsfor evaluating brand preferences.

- Probe Cameras and Photograph Listsfor visual context gathering.

Practicalities of Conducting I nsights Resear ch

Successful insights research demands meticul ous preparation and
consideration for participant comfort. Key aspects include:

- Organizing essential materials such as contact details, release forms, and
incentives.

- Maintaining a structured yet flexible approach to accommodate the flow of

conversation during interviews.

Collating and Presenting I nsights
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The synthesis and presentation of insights are crucial for tranglating research
into actionable design strategies. Various formats for sharing insights
include:

1. Insights Blogs: A dynamic platform for sharing findings among
stakeholders.

2. Insights Boards: Visual displays summarizing insights supported by
narratives and photographs.

3. Client Workshops Sessions that encourage stakeholder engagement
with research outcomes, spurring ideation and exploration of new

possibilities.

Summary

The essence of service design is understanding the people it serves.
Therefore, effective insights research, rooted in ethnographic practices, is
essential for cultivating valuable relationships and fostering innovation.
Careful preparation and the thoughtful presentation of insights are
paramount to ensure research leads to actionable design strategies.

| nsights Resear ch Checklist

Thisincludes essential items for research sessions and reminders for

preparation and engagement that streamline the insights-gathering process,

[m]

[=]

W
More Free Book
[x]
Scan to Download


https://ohjcz-alternate.app.link/scWO9aOrzTb

Install Bookey App to Unlock Full Text and
Audio

Free Trial with Bookey %‘\


https://ohjcz-alternate.app.link/scWO9aOrzTb

People fave bpag [=F?
N Crazy

=t
o ALRTA Y a&\\_{_
\“:.:-\-:m L O QAN

)
We
ok

Oe

Why Bookey is must have App
for Book Lovers

30min Content

@ The deeper and clearer interpretation we provide, the better
grasp of each title you have.

E Text and Audio format

Absorb knowledge even in fragmented time.

—v Quiz
Check whether you have mastered what you just learned.

A® And more
oo Multiple Voices & fonts, Mind Map, Quotes, IdeaClips...

\ L
Free Trial with Bookey~



https://ohjcz-alternate.app.link/scWO9aOrzTb

Chapter 5 Summary: Describing the Service Ecology

Chapter 5: Describing the Service Ecology

In this chapter, we delve into the importance of mapping service ecologies to
grasp the intricate interplay between various service actors, including
customers, enterprises, and agents. Understanding how these actors interact
and exchange value is foundational for optimizing service design, making it

imperative to align touchpoint interactions over time.
Why Map Service Ecologies?

Mapping service ecologies serves as a crucia tool for visualizing the
dynamics and relationships within a service framework. By providing a
comprehensive overview of actor interactions, it aids designersin

identifying potential value exchanges and structuring insights effectively.
The Network Society

The evolution from industrial to networked societies has fundamentally
reshaped organizational structures, leading to the rise of smaller,

collaborative units. This shift isacatalyst for the development of service

design as afield, where designers must now navigate complex systemsin
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areas like healthcare, banking, and transportation, continuously adapting to

changing interactions and user needs.
Boxes ver sus Arrows—Finding the Invisible Connections

Often, service design focuses on individual touchpoints (represented as
boxes) while neglecting the crucial connections (arrows) that link them.
These connections represent transitions that significantly influence customer
experiences. Addressing both the touchpoints and their broader contextual

interactions is essential for crafting meaningful service experiences.
From Ecology Map to Service Blueprint

The journey from ecology mapping to service blueprints illustrates a shift
from a high-level understanding of the service ecosystem to a detailed
examination of specific touchpoints and processes. Service blueprints not
only chart the customer journey but also bridge backstage activities with
frontstage interactions, enabling designers to create cohesive service

experiences.
The Service Blueprint

Pioneered by G. Lynn Shostack, the service blueprint is a systematic

approach to mapping user journeys, touchpoints, and backstage processes.
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Thistool isinvaluable for organizing complex service interactions,
facilitating both analysis of existing services and the innovation of new ones,

ensuring every component aligns effectively.
Different Uses of Blueprints

Blueprints serve dual purposes. they can analyze current services to pinpoint
areas for enhancement or propose innovative service designs. By fostering
clear communication between organizational silos, blueprints elucidate how

different processes collectively contribute to overall service quality.
Start with Broad Phases and Activities

When creating a blueprint, it’ s effective to commence with broad phases of
the customer journey and clarify the roles of stakeholders. This foundational
overview is essential for adeeper exploration of individual touchpoints and
related activities.

Add the Touchpoint Channels
Incorporating various touchpoint channels—both digital and human—into
the blueprint enriches the representation of service interactions across the

lifecycle. This holistic view ensures that all channels are accounted for and

thair interactions are understood.
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L ow Fidelity versus High Fidelity

Beginning with alow-fidelity version of the blueprint allows for flexibility
and exploration during the design process. As ideas solidify, creating a
high-fidelity version is crucial for clarity and effective communication with
stakeholders. Regularly updating the blueprint reflects ongoing insights and

iterative adjustments.
Zooming In and Out

The process of blueprinting involves oscillating between detailed views and
the broader service context. This dual perspectiveisvita to ensure that all
service components are interconnected and that user experiences are

seamlessly woven together.
Summary

In conclusion, service design is a complex endeavor that requires careful
navigation of diverse touchpoint channels and their interactions over time.
Service ecology diagrams outline the overarching context, while service
blueprints offer structured methodologies for integrating touchpoints and
business processes. This alignment is key to crafting impactful and

meaningful service experiences, ensuring that every user interaction
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contributes positively to the overall service journey.
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Chapter 6 Summary: Developing the Service Proposition

Chapter 6. Developing the Service Proposition

In order to successfully develop or enhance a service, it isimperative to
ground the service proposition in meticulous insights regarding user needs
and market opportunities. This foundational understanding includes
recognizing potential funding sources, pricing strategies, and essential
operational costs to ensure the service' s sustainability. Thorough research
aids in identifying unmet needs and market gaps, offering a pathway to a

viable service proposition.
The Zopa Service Proposition

A prime example of an innovative service proposition is Zopa.com, which
identified a significant disconnect between traditional financial service
providers and individual consumers. By utilizing data that conventional
banks tended to obscure, Zopa pioneered a peer-to-peer lending platform
that allows users to lend and borrow money directly from each other, often
at more favorable rates than banks offer. This model not only leverages

social networks but also redefines trust in lending by prioritizing user needs.

Taking Slicesthrough the Blueprint
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Developing a compelling service proposition requires a balance of detailed
attention and broader perspective. It isvital for operations and value delivery
to be transparent, particularly regarding revenue generation and user trust
preservation. The service blueprint acts as a structured framework that maps
out user journeys, ensuring all stakeholders comprehend how various

elements of the service interconnect.
Choose Wher e to Focus Resour ces

Given the constraints of limited resources, it is strategic to concentrate
efforts on pivotal touchpoints that effectively convey the service proposition.
|dentifying easily addressable areas can lead to substantial enhancements.
Furthermore, it is crucial to synchronize design efforts across multiple
disciplines to maintain coherence and relevance throughout the service

design process.
Journey Summaries

Mapping user journeys through the service blueprint is essential for
enhancing the customer experience. These summaries encapsul ate user
interactions and experiences across different phases of service delivery,
spotlighting opportunities for improvement and potential breakdowns along

the customer journey.
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Phase and Step Summaries

By examining service phases and individual steps within the blueprint,
designers can conduct thorough assessments of user experiences at various
touchpoints. This evaluation not only accounts for user interactions but also
considers the behind-the-scenes processes that underpin visible service

experiences.

Channel Summaries

To get acomprehensive understanding of how a specific channel functions
throughout the service lifecycle, a horizontal examination of the service
blueprint is necessary. This approach facilitates the creation of detailed
specifications for interactions within the channel.

Specifying Individual Touchpoints

To achieve clarity in design, each touchpoint must be analyzed in detail.
Clear specifications help guide the design process of individual touchpoints,
ensuring each resonates harmoniously with the overarching service

proposition and its ecosystem.

Summary

[m]:- 35 [m]

W
More Free Book
[x]
Scan to Download


https://ohjcz-alternate.app.link/scWO9aOrzTb

Effective service design must be anchored by a robust business idea.
Gaining insights into user perceptions—including the service's purpose,
value, and usability—is crucial. By skillfully employing service blueprints,
designers can produce comprehensive specifications that guarantee all
components work together seamlesdly, ultimately delivering an exceptiona

user experience.
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Chapter 7 Summary: Prototyping Service Experiences

#H# Chapter 7: Prototyping Service Experiences

In the realm of service design, particularly in complex sectors like
healthcare, the definition of "experience”" becomes multifaceted. Outcomes
may be favorable even when experiences are less than ideal, highlighting the
importance of managing expectations and the nuances of customer

Interactions.
#H# Understanding Experience
Experiences can be categorized into four distinct types:

1. User Experience (UX): Focuses on how individuals engage with
technology in task-oriented contexts.

2. Customer Experience (CX): Encompasses how consumers perceive
their interactions with brands and retail environments.

3. Service Provider Experience Captures the insights and perspectives
of those delivering the service.

4. Human Experience Addresses the emotional and holistic impacts that

services have on individuals' lives.
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The interplay between expectations and actual experiences significantly
influences perceived quality. Service designers strive to minimize the gaps
between what customers expect and what they ultimately experience,

thereby ensuring consistent service interactions.
#H#H Designing Over Time

Service experiences are dynamic and unfold over different timelines.

Designers must consider two critical aspects:

- Relationship Time: Tailors experiences based on the customer's
familiarity with the service, affecting how they interact with it over time.
- Frequency: Acknowledges how often customers engage with a service

and adapts the design accordingly.
#i#H Prototyping the Experience

Prototyping becomes a crucial tool in the service design process. It allows
designersto identify potential issues early and facilitates real-time testing
across various service touchpoints. The process of experience prototyping

can be categorized into four levels:

1. Discussion: Engaging in mock-ups and dialogues to refine service

propositions.
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2. Participation: Observing actual service scenarios where staff and
customers interact.

3. Simulation: Conducting thorough user testing over time to assess the
evolution of experiences.

4. Pilot: Implementing areal-world test of the service to collect feedback

and drive iterative improvements.
#iHt Preparing for Prototyping

To effectively prototype experiences, afew foundational steps should be
taken:

- Develop Customer Journeys Crafting detailed maps of customer
interactions can help frame the prototype.

- Define Roles and Goals. Clearly establishing participant roles ensures
targeted feedback and insights.

- Create Tangible Artifacts Simulating interactions through physical

mock-ups or materials enhances the realism of the prototype.
#i#Ht Practical Considerations
Utilizing technology and inexpensive materials can effectively document the

prototypes, while meaningful engagement with participants enriches the data

collected during the testing phase.
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##H Conclusion

The success of service design isrooted in the consistency of interactions
over time. Utilizing prototypes to validate and refine these experiences based
on real user feedback is essential in creating coherent and meaningful
service offerings. By embracing a structured approach to prototyping,
designers can improve the quality and relevance of service experiences for
all stakeholdersinvolved.

[m]:- 35 [m]

W
More Free Book
[x]
Scan to Download


https://ohjcz-alternate.app.link/scWO9aOrzTb

Chapter 8: Measuring Services

Chapter 8: Measuring Services

In the realm of service design, accurately measuring the effectiveness of
initiativesis crucial for demonstrating value—whether through financial
returns, improved customer experiences, social benefits, or positive
environmental impacts. To achieve this, service designers and providers
must clearly define measurement criteria prior to launching a service,

establishing a baseline from which post-launch performance can be assessed.
M easur ement for the Common Good

Demonstrating return on investment (ROI) for design initiativesisn't just
about numbers; it encompasses a varied spectrum of outcomes including
enhanced user satisfaction and ecological advantages. A well-defined
measurement approach allows organizations to track success effectively.
Establishing a Truth with M anagement

Gaining management support is vital for implementing effective

measurement strategies. Service designers should communicate the

importance of customer experience succinctly, illustrating how it aligns with
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the organization's strategic objectives. By making logical connections,

designers can foster an understanding that drives management endorsement.
Apples and Oranges—Define Baseline Data Before Design and Launch

At the outset, establishing baseline datais essential. This foundational
information facilitates a clear comparison with future performance
outcomes, ensuring that the analysis of design successis grounded in a

reliable context despite varying external factors.
Making the Case for Return on I nvestment

To present acompelling case for service design initiatives, it's crucial to
guantify potential changesin customer behavior and the resulting financial
impact. By setting explicit, measurable goals early in the process,

organizations can strengthen their justification for investing in design.
Using the Service Blueprint to M odel M easur ement

The service blueprint emerges as a pivotal tool that marries operational
planning with value measurement. By linking business metrics directly to
customer experience dimensions, it fosters collaboration among
management, staff, and designers, ensuring a unified approach to service

improvement.
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Money Talks

Effective service delivery hinges on a keen understanding of customer
needs, which must evolve over time. By analyzing costs and revenues
through the lens of customer journeys and touchpoints, organizations can
glean insights into how design choices influence overall business

performance.
Avoiding Common Mistakes When M easuring Services

Many organizations fall into the trap of measuring only isolated moments or
specific channels. A robust and continuous measurement approach,
considering the entirety of the customer journey and multiple touchpoints, is
critical for producing accurate assessments and facilitating meaningful

improvements.
M easur ement Frameworks

Frameworks such as the Net Promoter Score (NPS) and SERVQUAL are
instrumental in assessing customer satisfaction. While NPS enables
straightforward comparative analysis, SERVQUAL offers deeper insight into
the interplay of expectations and experiences, enhancing the understanding

of service quality.
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Chapter 9 Summary: The Challenges Facing Service
Design

Chapter 9: The Challenges Facing Service Design

This chapter delves into the multifaceted challenges that service design faces
today, driven by economic, ecological, and social pressures. It emphasizes
the urgent shift from traditional product-focused business models to more

dynamic and sustainable service-oriented approaches.
Economic Challenges—M oving Businesses from Productsto Services

The transition from tangible products to abstract servicesis propelled by
evolving economic landscapes. Designers are called to recognize the
interconnectedness of economic, social, and ecological dimensionsin their
innovations. A pivotal case study of Hilti illustrates this transformation,
showcasing how the company evolved from merely selling tools to offering
them as a service. This approach not only cuts down waste but also promotes
resource efficiency, making a compelling case for the investment in service

design by highlighting the benefits over physical product sales.

Ecological Challenges—Service Design and Resour ces
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The chapter highlights the limited nature of Earth’s resources, emphasizing
the ecological ramifications of conventional industrial practices. Service
design emerges as a vital player in promoting sustainability, advocating for
collaborative consumption and new ownership paradigms. By focusing on
services rather than products, companies can enhance consumer value while
minimizing their environmental footprint. The redesign of Hafslund’s energy
consumption invoice serves as a prime example, as it encourages users to

adopt lower energy usages through more informed consumption choices.
Social Challenges—Service Design for Improving Society

In the public sector, service design has the potential to address systemic
shortcomings in traditional industries such as healthcare and education. The
chapter calls for service designers to engage with public stakeholders,
aiming to create objectives that resonate with the community's needs.
Examples like The Y oung Foundation showcase how service design
Initiatives can lead to better outcomes for marginalized groups by fostering

innovative program developments that address specific societal challenges.
Tackling Wicked Problems
Social issues are often complex and intertwined, commonly referred to as

"wicked problems." Service design must adeptly navigate these challenges,

considering the unique goals of diverse stakeholders while aso confronting
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resource constraints. The chapter advocates for the use of design tools that
i[luminate relationships and motivations, empowering designers to propose

solutions that interlink varied objectives to create mutual benefits.
Service Design for a Better World

In conclusion, the chapter underscores the global impact of service design in
tackling intricate socia issues. Organizations such as Participle and The
Policy Lab exemplify the implementation of service design across
demanding arenas, like public health and international development. The
future of service design liesin collaborative methodol ogies that unearth and
integrate diverse expertise, aiming to develop sustainable and inclusive

solutions for a better world.
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