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2About me

BEGIN

Chilean Architect.  
MSc Technology 
Entrepreneurship 
UCL, PhD Service 
Design RCA.  
Co-Founder Service 
Design UNIT 
Policy Platform 
leader RCA.  

https://www.rca.ac.uk/servicedesignhttp://servicedesignunit.com 

http://servicedesignunit.com
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3Agenda

• A brief history of Design at the RCA: 180 years linking art, technology and industry 

• Why a specific Service Design programme? 

• How do we approach the learning process to "handle the art" of service design? 

• Service Design methods  

• Our take on the brief
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4RCA: Design & Innovation for 180 Years

Founded in 1837

#1 in Art & Design: QS World University 
Rankings (2015-2016-2017-2018-2019)
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5RCA: Design & Innovation for 180 Years

1851 Great Exhibition
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6RCA: Design & Innovation for 180 Years

1951 Festival of Britain
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7RCA: Design & Innovation for 180 Years

Design Research Unit 1942 –1972
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8RCA: Design & Innovation for 180 Years

David Hockney 1961-2 
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9RCA: Design & Innovation for 180 Years

Ridley Scott helping to create the film department in 1963
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10RCA: Design & Innovation for 180 Years

Ian Callum reinventing Jaguar brand in the 2000s
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11RCA: Design & Innovation for 180 Years

Thomas Heatherwick – London Bus 2012
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12RCA School of Design today

Ten programs that combine creativity, 
business and technology in close 
collaboration with industry 

https://www.rca.ac.uk/schools/school-of-design/

• MA Design Products 

• MA Fashion 

• MA / MSc  Global Innovation Design (with 

Imperial) 

• MA/MSc Innovation Design Engineering. 

(with Imperial) 

• MA Inteligent Mobility 

• MA Service Design 
• MA Textiles

• MA TextilesMRes Healthcare & Design 

• MRes RCA Design Pathway 

• Design MPhil. /Phd

https://www.rca.ac.uk/schools/school-of-design/


© Nicolás Rebolledo 2020

13From products

Seabord - Roland Lamb 2011
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14Desde los productos

Petit Pli, Ryan Mario Yasin 2017

From products
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15To systems

Loowatt - Virginia Gardiner 2012
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16To services with public impact

Good Talk - Bianca Benvenuto / Isabelle Ohlson 2019
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InHouse Records - Judah Armani 2018

To services with public impact
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18

Laboratorio de Gobierno - 2014-2015

To services with public impact
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19We understand design as:

Creativity with 
purpose

“Design may be described as creativity deployed to a 
specific end. It has the capacity of shaping ideas to 
become practical and attractive propositions for user 
or customers.” (Cox, 2005)

Design as a 
change process

“Everyone designs who devises courses of action 
mined at changing existing situations into preferred 
ones” (Simon, 1969)

An enquiry into 
future ways of 
living

“Design is an exploration about people and their future 
ways of living” (Sanders, 2014)
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20

Why a specific Service Design 
programme?
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21To tackle the challenges of the service economy

Agriculture Industry Services

Coal Powered 
Industrial Revolution

Electrically Powered 
Industrial Revolution

Post - Industrial  
Revolution powered by Digital

Services as a % of US Economy | Source: US Bureau of Statistics (Leon, 2013)

70% OECD (2005) | 46% China (2013)
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22Towards an experience economy
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23To broaden the spectrum of impact of contemporary design

Value 
embedded in 

thing                                        
Life

                                                                                                                     

Value co-
created in the 

experience

Products Services
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24Services are the drivers of the new economy 

•Airbnb   $31 bn 
•Uber    $68 bn  
•Facebook $357 bn 
•Alibaba  $356 bn

“Uber, the world’s largest taxi company, owns 
no vehicles. Facebook, the world’s most 
popular media owner, creates no content. 
Alibaba, the most valuable retailer, has no 
inventory. And Airbnb, the world’s largest 
accommodation provider, owns no real estate. 
Something interesting is happening. “ 

Tom Goodwin 
Senior vice president of strategy and innovation at Havas Media
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25Value in the experience

Value

Functional

EmotionalSocio-cultural

• Service experiences (SX) are the sum 
of all interactions a user has 
engaging with a business in the 
context of value co-creation. 

• They are delivered through the 
orchestration of system of 
resources, people and organisations 
that we call service systems
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(Statista, 2019)

35%

Spotify: launched 2008 – $23.5 billion in 2018

19%
15%

Service Experience — Spotify
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27

(Lüftenegger. Et al, 2017)

“The value propositions is what each 
actor delivers to the ecosystem. This can 
be thought as a network effect, where 
the value proposition of one actor 
enhances the overall value for the same 
or other group of actors”. 

Service Experience — Spotify
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28Service Experience — Amazon
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29Service experience — Amazon



© Nicolás Rebolledo 2020

30SX from an operational perspective

SX is the intersection between people's desires and 
needs and the capabilities (human, operational, 

technological) of organizations placed at the service of 
those needs and desires.

SX PeopleOrganisation
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31The experience Gap
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32Why this gap?

SX CustomersOrganisation
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33A disconnection between two worlds

Customer worldOrganisational world
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34Service Design at the RCA

It is about moving towards organisations whose human, technological 
and operational resources are at the service of the people’s 

experiences, understanding and empathising with their world and 
lifestyle.

Culture and 
behaviors of 
users and 
stakeholders

Organisational 
capabilities and 
logics

Services and 
experiences
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35Service Design at the RCA

We understand Service Design as the application of Design 
(as practice and epistemology) to innovation in services and 
experiences bridging people and organizations through 
leveraging the new capabilities offered by technology.
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How do we approach the learning 
process to "handle the art" of 

service design?
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37Design articulating 3 dimensions

Value

What’s needed 
and desirable

People

What’s 
feasible TechnologiesWhat’s 

viableOrganisations
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38A new agenda for design

New forms of 
value

Socio 
cultural 
shifts Inequality

Trust
Loneliness / happiness
Globalisation
Natural Resources

Global Warming
Ageing Population

New desires, 
challenges  
and needs

Fourth 
Industrial 
Revolution

Internet of Things

Big Data & Data Science

Virtual Reality

Social Media

Ubiquitous Computing

Artificial Intelligence

New possibilities 
enabled by 
technology

Platform Economy
Service Economy: 

70% OECD (2005)


Platforms & Networks: 
New forms of value 
creation in complex 
environments

New logics 
of value 
creation
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Imperial Business School Imperial ComputingRCA School of Art & Design

New social 
insights for 

people’s 
experiences

New forms of 
value creation

New digital 
Technologies

Service Design at the RCA
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40Combining three elements of innovation

What is needed? What 
is desired? What is a 

problem worth dealing 
with?

People & 
Society

What might be feasible? 
How can we leverage the 

existing resources 
available?

Technology 
and 

Resources
What is the impact? 

What are our 
capabilities?  

What is our legitimacy 
to act?

Institutions and 
Organisations

Creative and 
strategic 
process
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41Iterative cycles of learning and trust building

Designing with 

multiple actors
Process to create knowledge 

Working together Process to create trust

Challenge Proposition
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CHANGE IN 

Hospital

Patients

Doctor

Patients

PatientsPatients
Doctor

Doctor

Doctor

Change in orientation from a focus on things…
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CHANGE IN 

People

Health ServiceHealth Service

Health Service Health Service

Doctor

Doctor

Doctor

Doctor

Towards a focus on people and their needs
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44Implying a change in orientation

From the organisational structure

Dirección 1

Director

Servicio 
Nacional

Asesores

Dirección 2 Dirección 3 Dirección 4 Dirección 5

Unidad X

Unidad Y

Unidad Z

Más unidades

Contraloría

Unidad X

Unidad Y

Unidad Z

Más unidades

Unidad X

Unidad Y

Unidad Z

Más unidades

Unidad X

Unidad Y

Unidad Z

Más unidades

Unidad X

Unidad Y

Unidad Z

Más unidades

Towards a users perspective

Experiencia 
estu

Technologies

ResourcesInterfaces

Experiences

Users

Resources

ResourcesResources
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45And has the future as the operational  horizon 

“The future is already here – 
it's just not evenly distributed” 
― William Gibson 
The Economist, December 4, 2003 
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46Learning by doing in a studio format

Term 2 
Industry Project 1

Term 1  
3 Projects 

Icebreaker / 
Training Sprint / 

Grand Challenge

Term 3 
Industry Project 2

Internship

Term 4 
Industry Project 3

Term 5 / 6 
Final project

Lectures & Workshops 
Unit 1: Service Design Foundation Programme  

Unit 2: Design Entrepreneurship  
Unit 3: Design Research and Advanced Methods

Critical & Historical Studies (Dissertation)

Lectures & Workshops 
Unit 4: Design Management and Platform Design  

Unit 5: Social Innovation and Future Services 
Unit 6: Implementing and deploying Services at scale
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47Close collaboration with the industry
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48Focus on users, their culture and behavior / ethnographic techniques
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49Focus on users, their culture and behavior / forms of co-creation

49

Estefanía Trissotti, Mariepi Manolis 2017
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50Designing services for various actors in the organisation

MA Service Design 2016
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51In the context of technology management models

Estefanía Trissotti, Mariepi Manolis 2017
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52Using experimental entrepreneurship techniques as a form of prototyping

23  
Service 

Propositions 
(10 MA1 - 13 MA2)

23  
Service 

Propositions 
(10 MA1 - 13 MA2)

23  
Service 

Propositions 
(10 MA1 - 13 MA2)

PITCH MVP 
Value proposition 
in Landing Page + 

Ads + Surveys 

USER TESTING 
UI + Interviews  

USER EXPERIMENTS 
Key function with 

recruited users
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53Various formats of action and implementation

Speculative projects 
Planet Impact Tax 

Becky Miller 
Winner of the Future of 

Money Design Award 2018.

Start-ups 
InHouse Records 

Judah Armani 
Implemented in 13 prisons 

in UK

Projects for established  
organisations 

Medicine san frontiers 
doctors hand over service.  

Charlote Fountaine
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54

Service Design Methods 
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55Iterative process

(Nesta, 2015)
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56Combining different ways of thinking

(Ideo, 2015)
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57The double diamond
*Adapted from Warwick Business School and the Design Council
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58

Discover 
What is the problem?
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59Work with the strategy team setting up goals

Focus on outcomes more than outputs
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60Organize desk research: qualitative & quantitave
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61Understand the emerging technology landscape

Deloitte  2017

If Technology is 
the answer, what 
is the question?  
Cedric Price 1966
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62Signal exploration: speculative futures

Machine Learning  
Blockchain 
Connected Home 
IoT 
Mobile 
Virtual Personal Assistants 
AR / VR 
Autonomous Vehicles 
Drones 
3D Printing 
Natural Language Processing 
Self  Quantification 
Robots 
Chat Bots 
Wearables 
Exoskeletons 
Computer Vision 

Privacy 
Security 
Climate Change 
Pollution 
Traffic 
Populism 
Propaganda 
Fake News 
Inequity 
Universal Basic Income 
Disruption / Glitches 
Synthetic Biology 
Clean Energy 
Space 
Infrastructure 
Urbanism 

Governance 
Education 
Transportation 
Personalized Medicine 
Cognitive Behavioral Therapy 
Tele-medicine 
Personal Genomics 
Epigenetics 
Gene Therapy 
Obesity 
Epidemics 
Privatization 
Predictive Analytics 
Food / Water / Shelter 
End of  Death 
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63

Discover 
Who is involved?
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64Understand stakeholders

Workers

Public 
Institutions

Users Clients

Providers

Design 
Team

Problem area
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65Considering multiple stakeholders as agents of change

Co-creating with people in 
different levels of the 

organisations

Citizens LeadersCivil servants
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66Understanding people in their context

Designing for real people
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67Understanding people in their context

Using empathic methods
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68Personas – Mindset scenarios
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69Personas – Behavioural scenarios 
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70Personas – Behavioural scenarios 
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71Customer Journeys - lifecycles
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72Customer Journeys - opportunities
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73

Define 
Create a new problem statement with 

design goals
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74Focus on outcomes

“People don’t want 
quarter inch drills. 

They want quarter 
inch holes”

Theodore Levitt
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75Problem / Mission statement

• Gather insights and frame the problem: what 
are we trying to achieve, and why, and for whom? 

• What are the key drivers on which success will 
depend?  

• Translate key insights into objectives, and 
objectives into high level design specification that 
sets the parameters for success 
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76Problem / Mission statement
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77

Develop  
Ideate and tell a story



© Nicolás Rebolledo 2020

78Co-design
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79Designing in the context of human stories

Visual methods and prototyping
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80Capture the proposition

What is the problem (or need) we are 
trying to solve?
Who are the people involved

What could the future journey look like

What does the current journey look 
like?
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81Pitch MVP
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82

Deliver 
Prototype and test



© Nicolás Rebolledo 2020

83Storyboards - key actions
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84Key touchpoints – blueprints
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85Key interactions
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86Validate
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87Iterate

(Lean Startup, Ries 2012)
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88Summary

• Service Design is an end to end systemic response 
to systemic issues 

• Deep human and social insights combined with 
technological and business innovation 

• Focused creativity that cuts across multiple 
disciplines 

• Collaborative, Iterative not linear, and ambitious 

• Produces new paradigms – questioning received 
wisdom
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Gracias :) 

@nrebolledo 
nicolas.rebolledo@rca.ac.uk  
https://www.linkedin.com/in/
nicolasrebolledo/  

@rca_sd 

mailto:nicolas.rebolledo@rca.ac.uk
https://www.linkedin.com/in/nicolasrebolledo/
https://www.linkedin.com/in/nicolasrebolledo/

