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Recap Day 8:
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Requirements:

Type (variations of the original design)
Basic shape - few simple parts (industrial manufacturing)
Functionality (design for human needs)

source: [7]
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Gestalt Psychology

* The Gestalt laws prescribe for us what we are
to recognise as one thing’ (Kohler,1920)

* How smaller objects are grouped to form
larger ones

* Rules of the organisation of perceptual scenes
(Heuristics)
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Constraints are closely related to real affordances: For
example, it is not possible to move the cursor outside
the screen: this is a physical constraint.

Locking the mouse button when clicking is not desired
would be a physical constraint. Restricting the cursor to
exist only in screen locations where its position is
meaningful is a physical constraint.

source : [2]
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Reduction means that you eliminate whatever isn't
necessary. This technique has three steps: (1) decide
what essentially needs to be conveyed by the design;
(2) critically examine every element (feature, label, Ul
widget, etc.) to decide whether it serves an essential
purpose; (3) remove it if it isn’'t essential.

source : [2]
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lll Beyond the Desktop

May June July
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Two fundamental questions...



What is a product?



What Is a service”



What do they have in common?



https://www.apple.com/euro/support/products/j/screens/images/iphone-hero.jpg



Front Stage


http://www.markabull.com/wp-content/uploads/2011/01/stage.jpg

Back Stage


http://blog.entrepreneurthearts.com/etablog/wp-content/uploads/2010/08/backstage.jpg
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SERVICE FIRST, PRODUCTS SECOND

Product-dominant logic Transition Service-dominant logic

&) Android

- 1950s 1950-2000+ today & tomorrow

Quelle: SinnerSchrader
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A new marketing logic.

The day before yesterday Yesterday
7N N
FABRICATION @ CONSUMER FASCINATION CONSUMER
N S
'SALES ADVERTISING

Today

FOCUS:
PRODUCTS & SERVICES

Quelle: SinnerSchrader



IDENTIFY A RELEVANT INSIGHT

CAR
2@G0

zipcar

People don't want to buy and own cars,
but drive and experience integrated mobility.

Quelle: SinnerSchrader
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CREATE A DIGITAL PLATFORM

Beautiful &
easy to use

Marketing

built-in

Ubiquitous
Touchpoints

Data-driven

Quelle: SinnerSchrader
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What If someone is changing the game ?
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https://assets.bwbx.io/images/users/iqjWHBFdfxIU/igEQbELlzuO4/v0/-1x-1.jpg

google.com/selfdrivingcar

Throug Vite ?
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https://i.cbc.ca/1.3250978.1452092632!/fileImage/httpImage/image.jpg_gen/derivatives/16x9_1180/usa-google-car-sept29.jpg

Disruptive Innovation

....an innovation that creates a
new market and value network
and eventually disrupts an
existing market and value
network, displacing established
market leading firms, products,
services and alliances...

Clayton M. Christensen

LMU Minchen — Medieninformatik — Alexander Wiethoff — Interaction Design — SS2017

28



You are what you use...not what
you own

Slogan From Live/Work
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Designing technology
enabled services Is nothing new...



source: [3]

LMU Muanchen — Medieninformatik — Alexander Wiethoff — Interaction Design — SS2017 31



N P S il _".M..@\.i
N

. ._. 3 \"(
LV . .su.mw..»..‘....m.k.smr_nm\.i \\\\s.r

>
—— N.f.o......-ia._) Ny e

o luose iy
e

- ST SRS P—

. > - - A L
. B 0 37 s W i =
]l "t o .,.; ' 3 e .’l'
. .y » .
. P o

Telephone Service

N~
<
o
N
7))
p)]

I
c
D
n
0))
(@)
c
O
)
O
®
[ -
()
[}
£
_
=
(@)
c
)
Q
| -
()
§o)
c
@®
4
Q
<
I
=
e
@®
-
| -
O
£

=
Q
©
()
=

I

c
()
o
O
c
S
=
D
=
—


http://3.bp.blogspot.com/_Tjn2n1CMss0/TTsJZ_GCTII/AAAAAAAAFXI/QvUK4TfntBY/s400/telephone_operators_springfield_il_.jpg

The 5 P of Service Design...






N\

Processes and Performance
source: [3]
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Land Transport Y Authority

Urban Interfaces
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Urban Interfaces
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Service Design in a Nutshell

One (over-) view form a company called LivelWork...
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_—& COMMUNITY
- WHO?

IF A COMMUNITY SHARES A CAR
BY CAR SHARED NOW IN APARTICULAR LOCATION

n' '\‘([
LOCATION

;\( ('f ()(»

ACCESS /

THEN WHAT ACCESS MECHANISM
DO THEY USE TO GET INTO THE CAR?

IN CAR
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Service Design

ensures that all the touchpoints work brilliantly...

source: http://www.livework.co.uk/

LMU Muanchen — Medieninformatik — Alexander Wiethoff — Interaction Design — SS2017 40


http://www.livework.co.uk

Service Design

ensures that the touchpoints work together to create wonderful experiences

source: http://www.livework.co.uk/
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http://www.livework.co.uk

Service Design

involves people that use and provide the service

source: http://www.livework.co.uk/
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http://www.livework.co.uk

Service Design

tests a new service with users to make sure all works

/Z. ‘§
QO

0 éfymj R

mw

source: http://www.livework.co.uk/
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http://www.livework.co.uk

Service Design

ensures that all parts work together throughout the customer journey

1
=
|
k

source: http://www.livework.co.uk/
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http://www.livework.co.uk

Service Design leads to:

...better customer ...reduced costs

experience

!

...increased ...great new
return on investment opportunities

source: http://www.livework.co.uk/
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http://www.livework.co.uk

Summary: What is a service?

-a chain of activities that form a process and have value for the end user
(customer journey)

-services affect our daily qualify of life
(user experience)

-service design is somehow similar to systems design
(service blueprints)

-service design focuses on the entire system of use
(via touchpoints)

source: [9]
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1. Intangible

Although services are often populated with objects, the service itself is
ephemeral, customers can’t see or touch the service itself-only the physical
embodiments

http://www.flickr.com/ph wensi/320468481/sizes/l/in/ph ream Source: [5]
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http://www.flickr.com/photos/wensi/320468481/sizes/l/in/photostream/

2. Provider ownership

Customers who use a service may come away from it with an owned object
such as a cup of coffee or used car, but they don’t own the service itself.

tp:lecache dr ipcar/71iphetc S - source: [9]
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http://filecache.drivetheweb.com/mr4enh_zipcar/71/photo_zipcar_prius.jpg

3. Co-created

Services aren’'t made by the service provider alone; they require
the involvement and engagement of the customers as well.

A waaoc)/oo
KARELNEMEC

1 :

source: [9]

LMU Munchen — Medlenlnformatlk AIexander Wlethoff Interaction Design — SS2017 49


http://www.unicreditbank.cz/download/karty_obrazky/co_brand/Miles_More_gold.jpg

4. Flexible

Each new situation or customer requires that the service adapt to it
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http://www flickr.com/ph 26418562@N02/45302262 izes/l/in/ph ream Source: [5]
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http://www.flickr.com/photos/26418562@N02/4530226295/sizes/l/in/photostream/

5. Time Based

Services take time to perform, and that time cannot be recovered
if lost.

Source.

[5]
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http://www.fraport.com/cms/media/28/28788.flugzeug_mit_bodenstrom_cdu09.jpg

6. Active

Services a created by human labor and are thus difficult to scale.

g o420Center_ig) source: [9]
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LMU Muanchen — Medieninformatik — Alexander Wiethoff — Interaction Design — SS2017 92


http://files.gecompany.com/gecom/de/summit/photos/GE%20Wind_Customer%20Support%20Center_lg.jpg

7. Fluctuating demand.

Most services vary by time of the day, season, and cultural

T CHINA AIRLINES » CHINA AIRLINES
1003,/D1 2941,/ N995 ) 003 7 DL 594 7 YN 99°
% DEC 2007 = 21 DeC 2007
http://www.flickr.com/photos/wink/2134042761/sizes/ofin/photostream source. [5]
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Elements of Service Design:

Service design focuses on multiple “touchpoints” and the users
Interactions with these touch-points over time.

These touchpoints are typically places, products, processes and people.

source: http://www.livework.co.uk/
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http://www.livework.co.uk

Touchpoints

some examples (but not limited):

-physical locations
-specific parts of locations
-signage

-objects

-web sites

-mailing

-spoken communication
-printed communications
-applications

-machinery

-customer service
-partners

source: [9]
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Touchpoints

Touchpoints are the raw material interaction designers work with.
Once a map of existing and potential touch-points is created designers
can brainstorm on further details for each touchpoint.

source: [9]
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. Amving

Adverusing, Travel Agent, Word of Mouth

Sutnon Suff, Travel
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Saton Architecture

10. Continuing  Other form of transportation

LMU Minchen — Medieninformatik — Alexander Wiethoff

Brochure,

On-line, Phone info., Intranet
On-line, Phone info.

Radio — up to the minute
info.

Signage

On-line, Phone info., kiosks
Signage, On-line services

Auto Doors, Dynamic signage
Info., Media, Comms

Signage

. source: [3]
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Place

-the settings for the service delivery

-the environment needs to provide the space necessary to

perform the actions of the service

-it needs to tell the user cues for these actions such as signs, costumed menus or

displays

B
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e
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T —

X border

- e e o |

source: [9]
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http://upload.wikimedia.org/wikipedia/commons/2/29/Heathrow_Terminal_5_-_Flight_Connections.jpg
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http://sakurasky.files.wordpress.com/2010/01/businesslounge.jpg
http://upload.wikimedia.org/wikipedia/commons/d/d2/Jinan_Yaoqiang_Airport_waiting_area_2005_10_15.jpg

Products

-artifacts that facilitate interaction
-products populate the environment (place)
-they provide the potential for users’active participation

http://www.patentlyapple.com/.a/6a012 26970c0133ed29ab4c970b-800wi source. [5]
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Processes

-the process describes “how” the service is ordered, created and delivered to the user
-processes can change subtle or radically within the service through different

environments and over time
-often there are multiple pathways and therefore processes through a service

experience

| o) ]: LAS
0 : B 1 8
| > " rﬁﬂ -
R L - (S AT PENEE A — .
B! | T - OJ | S 4\"\}

source: [9]
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People

-through people services come alive, usually through complex choreography
-users and employees perform different parts of the service for achieving a particular

result

source: [9]

http://www flickr.com/ph nivium 7 2
62
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http://www.comeo.de/uploads/pics/Auto_Europe_Tanken_Fotolia.JPG

Service Design....

-can lead to environmentally friendly solutions. (Car sharing service)
-can boost good business models: well designed and executed
services will increase sales and helping tying users to a specific brand

The introduction of new technology (sensors, smart-phones) makes
this discipline highly relevant for interaction designers as their
expertise involves bridging the gap between technology and people.

Applying interaction design techniques to service design can lead to
richer experiences.

LMU Minchen — Medieninformatik — Alexander Wiethoff — Interaction Design — SS2017
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Shelley Evenson

-teaches service and interaction design at
CMU, Pittsburgh

-Co-founder of seeSpace and chief experience
scientist for Scient
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http://research.microsoft.com/en-us/news/features/images/Shelley.jpg

iNnteraclion
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Service design can involve

person2person interaction = check in desk
person2machine interaction = self check in kiosk

machine2machine interaction = airport baggage system

LMU Minchen — Medieninformatik — Alexander Wiethoff — Interaction Design — SS2017
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Service as Design Triangle:

/ brand\

relationship

Service People
Provider (User)

mgta\ design
design

Service

Medium

LMU Minchen — Medieninformatik — Alexander Wiethoff — Interaction Design — SS2017



Service design addresses the functionality
and form of the service medium. The aim Is
to ensure that service interfaces are usable
and useful, effective and efficient,
desirable and differentiated from the
provider and the persons point of view.

after Birgit Mager

LMU Minchen — Medieninformatik — Alexander Wiethoff — Interaction Design — SS2017
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Prototyping services

-is different from prototyping products since services don‘t come alive until

someone is using them
-involves creating scenarios based on the service moments and acting them out

physically

LMU Minchen — Medieninformatik — Alexander Wiethoff — Interaction Design — SS2017
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Fran Samalionis

-is the service design lead at IDEO
-MA in ergonomics from UCL

| o . source: [3]
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Analysis Concepts (Prototypes)

Validate Concepts
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subjects inspiration

traditional ggoeeeseses (?)
market ©oeeeeoeeeoe

00000000000
research eeeeeeeeeoeeo
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empathiC 00000000000

research

source: [4]

LMU Minchen — Medieninformatik — Alexander Wiethoff — Interaction Design — SS2017 73



LMU Miinchen — Medieninformatik — Alexander Wlethoff | .Ixntection Design — SS2017 -



DREAMER

-3 Ny
i ——t N\
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L - ., \-: -
oo — NN

Long-term view

Low engagement

ONLOOKER

PATHFINDER

Short-term view

ORGANIZER

source: [3]
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Research Concepts |} (Prototypes)

Validate Concepts
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long term view

Dreamer Pathfinder

low engagement high engagement

Onlooker Organizer

short term view

source: [3]
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Research > Analysis Prototypes

Validate Concepts
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Bill Jones sign off

> Message Center

Paycenter 1200  Saving for your child's education =

Profile - Reduce your %APR

Click for more info

Tax incentives and rising fees /-MCl bills go eledronic
are spurring a new trend among Click to sign up
parents. Saving for your child's

House Checking ©  2000.00

(i:eck;::“m 32:: education from their first birthday. [ - MCI bils go eledironic

OUT 05/1400 512.00 Chick to see how america is saving Click to read more
Mastercard -753.00

House Deposit (SA) 6000.00 Notifications

OUT 0811400 10000 Today  215pm:  ATMIDebit Card "House Checking” is reported Lost/Stolen. Click to replace, A
College CD 10sa0p0  Monday  44S5pm:  Your PGSE billis due. Clickto Pay this Bl

8.62% 12/12/00 Monday 1:45pm:  Your Checking Account "House Checking” balance is below $500 .00 OK

Boat CD 642000  Friday 440 pm:  Your Checking Account "House Checking” balance is approaching $500.00 QK

Wednesday 440pm:  “College CD* account (CD) has completed its term. Click to gxtend, or transter,
05M200 S00am: Your Checking Account "Housge Checking"” balance is approaching $500.00 QK
051000 11:00am:  Your Checkbook "Checking” is running low Click to Reorder,

source: [3]
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Blueprints

Research - Analysis ' Concepts |} (Prototypes)

Validate Concepts
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Definition

In the British Standard for Service Design (BS 7000 -3, BS 7000 -10,
BS EN ISO 9000), blueprinting is described as the mapping out of a

service journey identifying the processes that constitute the service,

iIsolating possible fail points and establishing the time frame for the

journey.

We interpret this in a much broader sense. We look at it as an
experience map which covers both the service elements as well as the

product interactions.

source: [2]
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http://www.bsi-global.com/

What is an Experience Blueprint?

An experience blueprint is a diagrammatic representation of the user
journey that maps processes, touch points, people and support
activities involved in creating the experience.

It helps in visualising the correlation between the front stage (user end)

and the back stage (provider end). It also helps to interconnect the
tangible elements with intangible and deal with them more objectively.

source: [2]
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History and Use

Blueprinting services was pioneered by G. Lynn Shostack, former VP of
Citibank, in the 1980’s as a way to plan the cost and revenue associated
with operating a service.

Ever since it has been interpreted in many different ways and used by
many leading design and management consultancies.

source: [2]
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User Touch points

O

Entry

QO

Front Stage

QO

» Exit
Time
PrO\;i/;jer Tou;h_;oints /
Support Processes
Back Stage
source: [2]
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User Actions

Line of interaction ----------===---=~=~==~“~ "~~~ @~ @& & & &

Touch Points

Line of visibility =~ ----- -

Backstage activity

Line of internal interaction

Support process / Stake
Holders

source: [2]
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source {2}

BLUEPRINT MAP

USER ACTIONS:
TOUCHPOINT S+

FOINTS OF INTERACTION
B4 CKSTAGE:
OPERATIONAL PROVIDERS
STAKEHOLDERS:

SCEMARIDS:

86
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s T — source: [2]
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Sketching a Stakeholder Map

e W B = ¥ AN NSRS mw%u rgeirmh
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Example: Insights + Touch-points + Blueprints
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S H n R [ I.U H V ‘ THE SERDICE STARKEHOLDERS ECOLOGIES PROTOTYPING POSTERS

QUUNQUE LOMPre L Ur amen u

vValentina Novello & Peggy Thoeny interaction Design Institute lvrea (2003)
The SERVICE e : 1

SHAREWAY i3 2 free and safe nde-
$hanng service offered 1o CRi2ens Dy
ocal authornties, with the help of
other ctizens willing to be usefs. It
provides people iving in rural areas or
Small Gues with 2 new form of
mMOoDiitry,

SHAREWAY is designed to complment
the public transportation system and
10 Offer an Aractive aternative o
personal vehicles,

The goal is to make local travel easer
and more flexible for otizens, both
those who want a ift and dnvers who
suffer from Current traffic congestion
problems, giving and getting ndes In
total secunty.

Therefore, we estadblished strictly
foliowed rules respecting privacy: to
SUDSCNDE 0 the service DOt drivers
and passengers have to register,
flling the form with their personal
data, and have a3 mobile phone.

This service provides the subscniders
with 2 membership card and a
Dhinkang hght. Drivers will aisplay the
ight on their dashboard SO that it is
visibie from the outside, showing their
AVALAity 10 give 3 Noe. Passengers
who wish 10 get a nde will wear the It

wWhen driver and passenger meet,
ey will $hOow their cards o sacth
other and wil Call the service free
number to register the nde, dlaling on
ther mobile phones the id numbders
WItten on each carg.

source: [3]
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Faat Multi+ How Mability Servicess could inform the dessiga of the Fat Multipla

MTouchpoints: Multi+Access

\o% , T VR
b Yahoo! v

IF the Multipla becomes a
community vehicle,

W W o T
THEN users need to be R e
able to personalise their = . ™
access devices. e

MULTI+ ACCESS

ot wumber:

Tt Multi+ Tlow Mobility Sevites coekd inform the design of the Fiat Multipk

mTouchpoints: Multi+Rules

IF the Multipla is used i
as a service vehicle I

THEN there needs to
be a mechanism for
recording rules.
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5 Touchpomts 1& &
WS\\\ \ ‘

 IF the MuIt|pIa is shared by
\ a community,

\ N (1 e 1111
“;& e they need some 'way

to record who is using it

%\\G/\a’nd wh?n.l

\ >
\ »”

O Ak
R\ 0\

Touchpoints: Syncronisation

the Multipla is to become
part of a larger system,

it needs to syncronise
with other modes of transport.
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S H H R E w ﬂ v b THE SERVICE STAKENOLDERS ECOLOGIES PROTOTYPING POSTERS

CUUrQUAe LempTe  Literamerile

Valentina Novello & Peggy Thoeny - Interaction Design Institute Ivrea (2003)

léiqht'Dom
uppliers .
Public Companies
Transportation
Taxi Drivers Ecological Institutions
Social Institutions
Local Authorities
Car Rental Insurance SHHRIE lllﬂ V
Services Company Pedestrians
Passenger
Carpooling Other SHAREWAY Passengers
Services Driver

I
Local Community Other SHAREWAY Drivers

g"drzfc":s' "9 Automobiie Clubs
Associations for Elderty
Driving Schools
Schools & Universities
Police

Governmental Home Office

source: [3]
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Service Blueprint for Seeing Tomorrow's Services Panel

find out more: Mtp//upcoming yahoo com/fevert /1768041

& 8 8 B gy @

Pyvieal Sog pouty Cvere Weicome emall  Wirkcome Weicomepack  Daplan Totter montor  Tskeawsy
evidence Faeboon regaaton
Upoming come  confemption

Refined Service Blueprint

LMU

Munchen — Medieninformatik — Alexander Wiethoff

— Interaction Design — SS2017

94


http://adaptivepath.com/uploads/archive/blog/wp-content/uploads/2009/03/stspanel_service_blueprint.png
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The service blueprint enables organisations to see how channels must work
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together to enable a great service experience.

Refined Service Blueprint
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source: http://www.livework.co.uk/
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http://adaptivepath.com/uploads/archive/blog/wp-content/uploads/2009/03/stspanel_service_blueprint.png
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Touchpoint Prototype
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Acting Out a Service
v source: [2]
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