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SERVICE DESIGN?

Why?
How?




Lecture, at 13.15-15.00

Introductions

Service Design from different
perspectives

Break (at around 14.00)
Exercise 1 and 2
Q&A
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» Asst. professor (SCI, Computer » Current: Postdoc researcher
Science) (ARTS & SCI)

« Over 15yrsinthe « Earlier: 10 yrs in the private
university: research and teaching sector
on usability and UX » Usability specialist, market &

« Parallel positions in public sector business analyst, UX portfolio
organizations (usability manager, design insight
specialist) specialist, research manager...
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WHY?
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HOW?



Human-centred design is an approach to interactive systems development that aims to make systems
usable and useful by focusing on the users, their needs and requirements, and by applying human
factors/ergonomics, and usability knowledge and techniques. This approach enhances effectiveness
and efficiency, improves human well-being, user satisfaction, accessibility and sustainability; and
counteracts possible adverse effects of use on human health, safety and performance.

Ref: ISO - International Organization for Standardization. (2019). ISO 9241-210 Ihmisen ja jarjestelman vuorovaikutuksen ergonomia. Osa 210: Vuorovaikutteisten
jarjestelmien kayttajakeskeinen suunnittelu. Ergonomics of human-system interaction -- Part 210: Human-centred design for interactive systems.




Principles of

a) The designis based upon an
and environments

Users are throughout design and
development

The design is

The process is
The design addresses the whole user experience

The design team includes multidisciplinary skills
and perspectives

REF: ISO - International Organization for Standardization. (2019). ISO 9241-210 Ihmisen ja jarjestelman vuorovaikutuksen ergonomia. Osa 210: Vuorovaikutteisten jarjestelmien
kayttajakeskeinen suunnittelu. Ergonomics of human-system interaction -- Part 210: Human-centred design for interactive systems.




The process of

Plan the human-centred
design process Understanding and

specifying the
context of use

Specifying the user

Evaluating the requirements

design

Designed solution meets

Producin
the requirements ueng

design solutions

REF: ISO - International Organization for Standardization. (2019). ISO 9241-210 Ihmisen ja jarjestelman vuorovaikutuksen ergonomia. Osa 210: Vuorovaikutteisten jarjestelmien
kayttajakeskeinen suunnittelu. Ergonomics of human-system interaction -- Part 210: Human-centred design for interactive systems.




Interaction between the user and the
system

Efficiency, Few errors,
Learnability, Memorability, Satisfaction

Engagement
Motivating
Pleasure

References:

Nielsen, ], Usability Engineering, Academic Press, Inc, San Diego, 1993.

ISO - International Organization for Standardization. (2019).1SO 9241-210 Ergonomics of
human-system interaction -- Part 210: Human-centred design for interactive systems.
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WHY?

Case example: Why the City of Helsinki
utilizes service design



Design opportunities:
summary

A.Improvement of customer understanding, empathy
B.Development of operating models

C.Experimental approach (‘experimental doing’)
D.Plurality of voices

E .Part of the city’s brand and communication

A?



Design activity map (v0.1)

Design of service (User-driven) Design in the
solutions Design in the development of the
built environment organization

T

_‘:J":“ T i [
Design know-how Design in o
and training participation and Design in strategy
collaborative work and branding

The map illustrates the
different types of design
activities in the City, which
support design thinking and
the cultural transformation of
the organization into a user-
inspired one.

A single project can contain

elements from different
types of design activities.

Image sources: Helsingin kaupunki



HOW?



Background/research Ideation Prototyping
Fieldwork Brainstorming Scenario-based
Observations Workshops design
Interviews Service blueprint Storyboarding
Focus groups Frontstage/backstage Storytelling
Probes mapping Experience
Shadowing Service touchpoints prototyping
Context mapping mapping Bodystorming
Personas Customer journey Roleplay
Five whys mapping
Scenarios

Aalto-yliopisto
Aalto-universitetet
B Aalto University



Business
perspective
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« Offers
for
technically oriented IT-
companies

 Helps IT-companies to

better and helps to create
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Offers

even for challenging
situations and practitioners

Helps to

of the service
process, and to match IT-
development to them

Helps to
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* In consulting business, service « With its’ interviews,
design (as a term, with its’ workshops, journey map
methods, and project size) visualizations...

each time to the
customer company’s needs

_ ) - variates from only 2 hours’
and investing willingness

consultation to several years’
. might include projects to whole teams

everything from the whole .

variety of user research to user

interface (Ul) design, and from company’s other teams, and

workshop organizing to sometimes they organizes
strategic thinking their

Service design teams are
sometimes in a
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BREAK
5 min
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Service Design Exercises Today

1) Investigating the Context 2) ldea Generation Based on
of use with Storyboards Storyboards, and Affinity Diagram
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How digital health
services can
Improve the student
healthcare?



Documentation

 Please take photos of your
posters

« Share those to others via
MyCourses
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Conclusions

DESIGN SERVICE
THINKING DESIGN
Journey planner Journey planner
IMPLEMENTATION IMPLEMENTATION
Journey planner, Journey planner,
CUSTOMER'’S PROFESSIONAL'S
APPLICATION SERVICE
CUSTg:\gEFéE Ul (mobile, laptop, Ul (laptop mobile,
EXPE tablet) tablet)
USABILITY
E)(,;ER ‘ HUMAN/USER
RiENC, | CENTRED

DESIGN

END-USERS

User
(CUSTOMER
CONTEXT OF USE

CUSTOMER
EXPERIENCE
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