


Homework: Create a Provotype

A provotype s a provocative prototype introduced in the early
exploratory phases of the design development process
 to cause areaction—to provoke and

* engage people to iImagine possible futures

Provotypes are

 designed artefacts that are informed and inspired by
emerging technologies, user interviews, and co-creative
engagement with end-users & stakehqlders

 are used as a quick and effective means to explore a
preblem/solution space by providing tangible ideas to ~ Helena Sustar, Aalto University, ONLY
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Recourses: https://medium.com/(@thestratosgroup/moving-from-prototyping-to-provotyping-cedf42a48e90
Boer, L. and Donovan, J,, 2012, June. Provotypes for participatory innovation. In Proceedings of the designing interactive systems conference (pp.
388-397). ACM.
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Featured Image Credit: fergusbisset

https://medium.com/@mariosakata/designing-the-organization-from-service-design-perspective-?f2bdaldcbbc
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Product-
based value

PRODUCT SALE

THE OWNERSHIP OF THE PRODUCT
CHANGES

=

Legend
All business models are illustrated. The central
product in the illustrations is a car.The central
service is transportation.

hE

lease
service
sell value based transaction
advice
=>

manufacturer and/or providor

product user

=

E service provider: owns the
product and valorizes a specific
service

1))

potential environmental impact
compared to a product based
business model.

ot
)

source: A.Tukker and U.

PLAN Tischner, ed. (2006). New
Business for Old Europe:
product-service development
competitiveness and
sustainability. Sheffield:

Greenleaf Publishing.

PRODUCT RELATED SERVICE

SELLING A PRODUCT COMBINED WITH A
PRODUCT RELATED SERVICE (EXAMPLE:

PRODUCT SERVICE SYSTEM (PSS)

Value based on combination of product and service

MAINTENANCE CONTRACT).

PRODUCT RELATED ADVICE

SELLING A PRODUCT WITH A USE RELATED
SERVICE [EXAMPLE: ECO-DRIVING COURSE).

A =

3 sell

SEIVICE

> sell

advice

=af

Helena Sustar, A
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PRODUCT LEASE

EXCLUSIVE USE OF A PRODUCT WITHOUT
BEING THE OWNER

PRODUCT SHARING/RENTING

NON EXCLUSIVE USE OF A PRODUCT.
CONSUMER IS OWNER (SHARING) OR
PROVIDER IS OWNER (RENTING).

+

"-l D

Product Pooling
THE PRODUCT IS SIMUTANEOQUSLY USED.

Pay-per-service unit
THE USER PAYS FOR THE OUTPUT OF THE
PRODUCT ACCORDING TO THE USE LEVEL.

o |
R ‘;ell a erV|ce€/km
== T

OUTSOURCING

A THIRD PARTY OWNS THE PRODUCT AND
PROVIDES A PRODUCT RELATED SERVICE.

R

/km
TAX
3 sell serwce
r:r.:

FUNCTIONAL RESULT

A SERVICE PROVIDER DELIVERS A
SPECIFIC RESULT. THE TYPE OF PROD-
UCT IS SECONDARY

€/A-B

x service IH|
—

Service based
value

SERVICE PROVIDING

AN ACTIVITY IS PROVIDED WITHOUT THE
USE OF ANY PRODUCT. FOR EXAMPLE:
TELEPORTATION.

KRR

: servuce

Potential environmental
impacts of PSS

«» Shortening of the products useful lifetime
due to careless use

& lower material and energy consumption
J during production and use phase

potential for environmental benefits
through economies of scale

«» leaner manufacturing as proeducts are
more valuable

% greater producer responsibility

sharing, renting, pooling....and other PSS
€2 lower the total stock of product required to
satisfy a specific need

more professional care of the product,
€% resulting in a longer product life time and
higher quality endstock

manufacturer/provider remaining product
€2 owner will have no incentive to sell excess
material

- collection of end-of-life product may be
%@ significantly easier thus increasing the rate
of uitilisation of end-of-life products

» easier upgrading to more eco-efficient
technologies
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What is the relationship between service design
and systemic design?

* Service design focus on value co-creation / Systemic design Is maore
contextual oriented

* Service design focus on tools & methods / Systemic design focus on
complexity (gigamaping)

* Service design emphasizes user-centred design / Systemic design engage
diverse stakeholders and emphasize conflict of interests

* Service Design try to simplified / Systemic design, acknowledges the complex
problems and tensions between different parts

10
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To make a significant impact, we must look at

entire ecosystems vs. isolated problems.

Brandon Schauer, 2007
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Services & Systems

* See the big picture,

Services are embedded in larger systems of
relationships and interactions. And they need to take
into consideration the changes users go throughout the
duration of the relationship.

* A service design approach is holistic.

't looks at systems and subsystems of relationships and
interactions. It takes the context into consideration,
being aware that services are living systems.

Mager, B. 2009

Helena Sustar, Aalto University, ONLY
FOR INTERNAL USE



Challenges

Three levels: National/regional/municipality level, service netwaorks, end users
Systematisation of the services
Improving inter-organisational collaboration

Human centred services

Mumupahty Information [ e
Level service website infopankis ~
Pomhitea
Design -
City of Immigrants’ Research
Helsinki Institutes
: A y o
13 Associations/ (s M- o Mibels
User level - oy :
Non G = ' |
20/02/19 on Gove mumdl/ m- R R|Ch plctu re
thipd 550t o S



Finnish Immigration System

_ . . . IMMIGRATION SYSTEM
* understanding situations from multiple scales

* social complexity and integration

GOVERNMNENT
BODIES v 1 J 1 | v
INTERPRETING

THE LAW | |

- 3

e S
MINISTRY FOR FOREIGN MINISTRY FOR THE MINISTRY FOR MINISTRY OF SOCIAL MINISTRY OF THE MINISTRY OF EMPLOY-
AFFAIRS OF FINLAND INTERIOR JUSTICE AFFAIRS AND HEALTH FINANCE MENT AND THE ECONOMY
T T T . T

IMMIGRATION & : : \
INTEGRATION  : i .

ﬂnomsl g Kela|Fpa™ : g E

SERVICE eDUSTUSTOT i WAAWANMUUTTOVRASTO i  wwsTRAATT i POLISI KELA : VEROWALLNTO  }  TE-PALVELUT
PROVIDERS : The Network : The Finnish i Local Register 1 The National i Sociallnsurance 1 Finnish Tax : Employment
: of Finnish + Immigration Service 3 Offices : Police Board H Institution of : Administration : Services
1 4 Missions Finland

Helena Sustar, Aalto University, ONLY
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INnterviews
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OULU

Drastic increase of refugees

Weak cross-organisational
collaboration

Information are not shared
between officials

Challenges in getting
immigrants employed

TURKU

Not enough cross-organisational
peer-to-peer
support.

Difficulties in coordinating the
municipalities

Effects of decisions in the real
context not understood

FOR INTERNAL USE

TAMPERE

Less immigrants

Good Collaboration with
other officials & sectors

Municipalities reluctant to
take refugees

CAPITAL AREA

Espoo, Vantaa, Helsinki are
collaborating together

Due to size they can affect the
laws and regulations.

The biggest population of
immigrants live in the capital

area.



SYSTEM CHALLENGES

INCREASED AMOUNT OF INEQUALITY OF SERVICES SYSTEM DEVELOPMENT IS
IMMIGRANTS ACROSS FINLAND NOT DONE HOLISTICALLY
LIMITED KNOWLEDGE ON OTHER DOUBLE & LACK OF IMMIGRANT
ORGANISATION'S PROCESSES UNNECESSARY WORK PERSPECTIVE

Helena Sustar, Aalto University, ONLY

TEMWISIT / 2016
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INnterviews

» Empathising with stakeholders
* Human-centred design

“We should have “We aim to make a tool that
good service for would benefit all of the
everybody.” organizations to get the

updated information. That
way the process can be made
17 simpler and unified in the

Helena Sustary Katto University, ONLY
20/02/19 FOR INTERNAL USE




Workshop 2

 (Challenge boundaries
* Sketching and visualization practices - visualise alternatives to current
paradigms.

|
18 : i"’-' 3 RN — s
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OBJECTIVES FOR THE TOOL

GENERALIZE THE SERVICE AND IMPROVE EFFICIENCY EMPOWER & MAKE THE CUSTOMER MORE PROACTIVE

Save time Remove Harmonise the Minimize Customer Independent
and double work complex customer understands immigrant
resources information frustration consequences customer

GIVE SUPPORT TO THE SERVICE PROVIDERS & ADVISORS

BRING TOGETHER CURRENTLY SEPARATE SERVICE PROVIDERS

Education Help for Understand Make Low-barrier Establish
purposes advisors situation of collaboration communi- stakeholder
to advice the human more fluent cation network

Helena Sustar, Aalto University, ONLY TEMWISIT / 2016




Systemic Service Design Solution

- Transform actors and organisations.

20
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Connecting

Targeted Websites |

Depth of
information

Infopankie

Organization Websies

Waob Servicos

()“ﬂ;l!h

FINAL CONCEPT - MOVE TO FINLAND

Personal Info

The information on the website is
kept clear and simple. It works as
a ‘safe harbour’ and a link to other
immigration services and more
detailed information sources.

Helena Sustar, Aalto University, ONLY
FOR INTERNAL USE



What systemic design does?

1. Allows understanding situations from multiple scales and perspectives.

2. Provides ways of empathising with stakeholders to construct a broader
context within specific challenge.

3. Challenges boundaries, construct shared frames,
visualise alternatives to current paradigms.

4. Supports actions to iImprove difficult situations.
5. Works together to act, reflect, and learn while doing.

6. Transforms actors and organisations.

21
Helena Sustar, Aalto University, ONLY
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Figur 6: The project Ambient

: Amplifier Started with un-
programmed spatial structures
generated from an intricate setup of
particle animations over a model of

the site (top row). Through several
graphic stages (second and third
row) the generative diagrams were
slowly pmgmmmad but onlyina

| I ammdenngmd Layered network
of activity surfaces, playgrounds and

paths (right third row), an adaptive
and programmable street system
(fourth row) and a series of “islands’;
constructs that would be prepared for

methods e
to fully developed pavilions and
back to footprints if needed (bortom

row). The use of this diagramming
technique resulted in new creative
solutions sabotaging the preconceived
directions. (OCEAN Birger Sevaldson

@ WY PS AN anets

A e
Systems Oriented Design ot 1| 3]
| I

Figure 7: The Student Ingunn P g S S
Hesselberg designed a children’s music |0 | SRR | S AN ety
[festival. While a normal design process g - | | i |
of such an event would concentrate on : - B '
look, feel and features she concentrated NGt s
Mbm‘ttb‘ﬁm‘d“ —eu hwﬁ - S % T MRSR : =l ) 3
dynamic event. Issues of security and J p TR ? e % NI ?
entertainment were linked to sequencing N QWO N NN I I |
and duration. Very strong events acting = e B = |z e I

as too forceful attractors, porentially : ; < P
resulting in dangerous crowding, were ALY ARG S (el
22 balanced with other attractors o strezch . AAERITRRRRINRARIY ARNRIESY I | |

ld.Tbemultuwasmesqf . = oL = - = 5 = : = : =
Helena Sustar, Aalto @ﬁ(
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Systemic & design methods

e systemic
* designerly
* systemic and designerly
* neither systemic nor designerly Genetic Algorithm
Systemic
Service Ecology
Rich picture
Giga mapping
Affinity Diagram
Work Stakeholders map
Breakdown
Structures Video Ethnography
Jones, 2015 Not Systemic

or Designerly
23
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Service Ecology I S

. . e Yol
* Service Ecology is a 00N N = -
e = G O
system of e &
interactions and =\ =
£ 1

actors that, together, e -”‘
Create a sustainable = 7
and successful A
Service or experience. L

ol Social Services ittt
seRedlen260bogy Aalte-Uiyersity: Oty ; o mmmmm
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the personal redevance of services,
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Stakeholder iz ()
S map/ — ﬁ KEY AREAS ‘?. ..

hardware  classic media
‘ l software .  possible stakeholders . investors a - 0o
social media MAIN ACTIVITY O international workforce
C O r S | | | a p CoRabOrstions AREAS shareholders different departments
audio future employee
‘ ))) visual OFFERING employees val
internet jtellectiet
proPe™ |
~ company ‘
producers rights =2
‘;(&:< a0 CONSUMER BRANDS _ ethics
R&D policy maker
uPC unitymedia telenet vtr.com LIBERTY chellomedia o
kabel bw family/minors
I politics customer

SERVICES & PRODUCTS rights  Privacy

\ %, internet - data security
ﬁ)) satellite et % @ c‘\\ @ /

tech, fegulation

q fiber cable high speed new digital tv - law
; -- tecnology fiber intemet  experience Phone (voip) d TOUCHPOINT AREAS

regulation tax ‘
mabile ' es i
public - E ©) ()

relations environ. & W
customer i interactive
r. franchaiser SN

relations dealer ° ° { hardware (S

printed & interactive o
media consumer . i
relations point of
i urchase =
competitiors small business P printed material =
mln'°‘ en‘e(pﬁse G ads brochures, documents
social responsablllty ;adm"y whotesale - business cards .
ult

certificates, treacy, tax documents .

» Stakeholders map/ Actors map is mapping service actors and stakeholders to '
inygestigate relationships that are part of or affect the service and to generate 3

new service concepts by reorganizing how actors work together.
https://giraykirmizi.wordpress.com

telephoning



urrency, Value and Debt:
ight we Reframe Money as a Technology to Facilitate and Empow

( | ( A m a p atural Human Inclination to Exchange, Trade, and Share Value?

GIGA-mapping visualise complexity
from which a designer can deliver D :
. . : ~ - o

innovative solutions. J o 0

FIAT2.0 e

GIGA-maps provide a multi-scale, === gy,
multi-layered framework for

visualising information gathered — Zicisa=s e mEe J

'''''
CMILALE SERT VIS

during a systemic design inquiry. st

TANGIBILIT | EVERAGARILITY
3 asing p
¥
a 2 PI 4 poaitive soignimiange (wodn whvis 1he cilus sucondi T
Seignsorage 15 th d:‘"“" between the cost to produce money, + i e e
and the value of tha monay withur @ green ecanomy af country.

GIGA-maps are synthetic and ”JCD" -
flexible, hierarchical and non- L A [
hierarchical maps into a single et . EEE——— &
description. [

(Sevalzeon, 2011) s
the Oslo School of Architecture and Design; System Oriented Dest éo@

VALUE 15 -
[ESPE——— SUBMECTIVE =z

— o .
TANGIBILITY ) LEVERAGABILITY (®) &

https://kimberleypeter.com/design/sfin-6b04-gigamap-trade-currency-value-debt-ap-kp- Ir»ms ﬁnal/ NONE. Htton, O




Diagramming
Service Blueprint Scenarios
Information User Journey
Visualization

[Causal Loop Collage ]

== GIGAmap =

Rich Design Space, Scenarios, Co-design,
Process-maps, Implementation, Ideation
Systemic design intervention

Helena Sustar, Aalto University, ONLY
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A Gigamap draws from and combines many mapping types into one interrelated whole

(Diagram:Birger Sevaldson, 2013)
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social services.
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stand and shape relational Publied:
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3 Horizons
Horizon 1 Horizon 2 Horizon 3

Day to day operations 5% on incremental improvements Big, disruptive innovations

10% on sustained innovations

Haorizon 1 (H1): keeping the lights on and fixing problems
Horizon 2 (H2): improving services and processes

3 Horizon 3 (H3): transformative experiments (R&Dz
Helena Sustar, Aalto University, ONLY
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\What s 3 Horizons tool?

* 3 Norizons model offers deeper understanding of the significance of short,
medium and long term futures, and how these connect to strategy.

* 3 Horizons builds on the insight that businesses, technologies, palitical palicies
and civilizations exhibit, life-cycles of initiation,

« growth, peak performance, and decline

* waves of change in which each dominant form is eventually overtaken and
displaced by another.

32
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Homework — Reading

Hodgson, A, & Midgley, G. (2015). Bringing foresight into systems thinking: a
three horizon approach. In Proceedings of the 58th Annual Meeting of the
1555-2014 United States Vol 1, No. 7.

Question: How would you explain three horizon framework?

K. Benifand, N. Ahmed, R. Church (2014) Re-imagining the Future: The
Blomime Economy

Question: What were three cases used to map out three horizons?

Helena Sustar, Aalto University, ONLY
FOR INTERNAL USE

Investigate the field of your project



Example: From current economy to a shared economy

Prevalence

A 5 vyears, Detroit "Feedback loops”

H
3 15/20 years Circular economies

Not able to
correct itself

10 years Canadian Goverpment

subsidies to oil companies Not sustainable

) Time
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Church, R., Benifand, K. and Ahmed, N. (2104) Reimagining the Future: The Biomimetic Economy. Proceedings of RSD3, Third Symposium of Relating Systems
Thinking to Design. Oslo, Norway: Oslo School of Architecture and Design, October 15-17, 2014,






T vou want to know more

« Meadows, D. H.(1999). Leverage points: Places to intervene in a system (pp. 1-19).
Hartland, VT: Sustainability Institute.

* Meadows, D. (2002). Dancing with systems. Systems Thinker, 13, 2-6.

* Jones, P. H. (2014) Systemic Design Principles for Complex Social Systems in G.S.
Metcalf (ed.), Social Systems and Design, Translational Systems Sciences val. 1, pp.
91-128D0I 10.1007/978-4-431-544783-4 _4, © Springer Japan 2014, E Book
Social System and Design Gary Metcalfe
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Next time

1. Project 1 Workshop + Case analysis
2. Tools: ATLAS game + Clarifying Priorities & Master Canvas by Peloton
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