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y Co-Author and Editor #TiSDD

— Founder of WorkPlayExperience
— Instigator of Global Service Jam

— Service innovator and organisational consultant
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OKAY, HERE WE GO ...

O1 What is Service Design?

O2 Standard process vs. Process standard
O3 Consulting vs. doing

O4 The 12 commandments

OS5 Avoiding the bullshit
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WHAT IS
SERVICE DESIGN?
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MAKE SURE
YOU SOLVE THE
RIGHT PROBLEM

The Double Diamond

DISCOVER ‘ DEFINE ‘ DEVELOP ‘ DELIVER
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The Squiggle
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RESEARCH
IDEATION
PROTOTYPING
IMPLEMENTATION
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Quantitative Qualitative

Surveys, Contextual interviews,
Tracking, Participant observation,

Big Data, Cultural probes, Workalong,
A/B Testing, Self-documentation,
Heatmaps, Non-participant observation,
Conversion analysis, Mobile ethnography
Customer Segmentation and many more

and many more
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ONE METHOD TO RULE
THEM ALL?

DDDDDDDDDDDDDDDDDD

rrrrrrrrrrrrrrrrrrrrrrrrr




- B
-, "

= Markus Hormel3 Adam Lawrence Meme based on LotR / New Liné Cinema

4 - *
\ - e "




TRIANGULATE!
TRIANGULATE!
TRIANGULATE!
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Visualized data
Meaningful data
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~ IMPLEMENTATION
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ldea generation RAW IDEAS

— HOW MIGHT
- WE ...?

CONTRIBUTORS/ @
O g O @ STAKEHOLDERS %\O S
DoD - - - -8 3
INSIGHTS IDEATION 0o 10 PLUST0 SELECTED
PLANNING & o IDEA IDEAS FOR
SELECTION |DEA WALL/ CONCEPTS

METHOD SELECTION \8’\8~ PORTFOLIO
AND LOOPS

BODYSTORMING

BRAINSTORMING/
BRAINWRITING

DOING IS THE HARD PART




ldea generation RAW IDEAS

=
- 7 T
On0o =
OO0
SELECTED
SELECTION |DEA WALL/ LDOE,??E'E‘%E

PORTFOLIO
BODYSTORMING

-

BRAINSTORMING/
BRAINWRITING

INSIGHTS
\

DOING IS THE HARD PART
SDD NUE | Markus Hormef




~ RESEARCH
JEATIUN

PRUTUTYPING

DDDDDDDDDDDDDDDDDD

rrrrrrrrrrrrrrrrrrrrrrrrr




JOURNEY MAP

FUTURE STATE
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SERVICE ADVERTISEMENT "

o 77 Ecosystems and business value
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DESKTOP WALKTHROUGH

(Inter)actions and experiences
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INVESTIGATIVE REHEARSAL

(Inter)actions and experlences
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REAL WORLD ..

(Inter)actions and experiences
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USE THIS MODEL, THEY SAID.
[T WILL GUIDE YOU, THEY SAID.
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STANDARD PROCESS
VS, PROCESS STANDARD
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The Squiggle

4
C\ The Mayhem
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The Curtain

The Plate
The Bow Tie
The Squiggle

The Hyperloop

The Maze
The Mayhem
The Fountain

The March

The Autobahn
The Black Hole

The Pinball



Meanwhile, in workshop land ...

TRUST THE PROCESS!
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introduction workshop

4-8
~ HOURS
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introduction workshop

innovation challenge
teaser stunt

service design sprint
3-day service design session
S-day service design iteration

pilot project 2-year cultural change

incubator session experience pitch

1-year service design implementation
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DON’T TRUST

RS
=

JESIGN THE
PROCESS ITSELF!

— This is Service Design Thinking, 2070
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Constant Constraints Process

>

DOING IS THE HARD PART
SDD NUE | Markus Hormef3




Activities
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Developing key insights
Mapping systems

Creating personas

Building a research wall

Compiling research reports

Generating jobs-to-be-done insights

Mapping journeys

Writing user stories

ndary r rch
Preparatory research Secondary researc

graphy Non-participant observation

Mobile ethnography Cultural probes

epth interview

Knowing how people change
Understanding what will change

Beliefs and emotions

Key tactics of change

tion

a board

N Ideation and mini-sprint
Software prototyping

Suild
Release

Imagine
Support/Use
Define
Realize Support/Use

Retire/Dispose

PRE-IDEATION

METHODS
DATA VISUALIZATION
AND ANALYSIS GENERATING
MANY IDEAS

ADDING DEPTH/
DIVERSIFYING IDEAS

DATA
UNDERSTANDING /
COLLECTION CLUSTERING / RANKING
REDUCING
OPTIONS
CHANGE SERVICE PROCESSES
MANAGEMENT AND EXPERIENCES
OBJECTS AND
SOETWARE ENVIRONMENTS
DEVELOPMENT

PROTOTYPING
FOR THE DIGITAL

SERVICE DESIGN/

PRODUCT MANAGEMENT ECOSYSTEMS AND

BUSINESS VALUE

Slicing the elephant - splitting the challenge

Ideas from future-state system

“How might we ..?” — trigger questions from insights

ldeas from journey mapping

10 plus 10
Brainstorming and brainwriting

Bodystorming

|[deation based or

Octopus clustering Benny Hill sorting (Thi

ldea portfolio

Quick voting methods

Desktop walkthrough

Cardboard prototyping Partial service rehec

Subte

Paper prototyping

Wireframing

Service advertisement

SERVICE DESIGN/ FURTHER
ARCHITECTURE METHODS
Needs assessment
Mindset change Testing
Creation Monitoring Media boards
Building Wizard-of-Oz approaches
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Sketching Desktop system mapping (Business Origami)

Business Model Canvas . ..
Rehearsing digit
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ANARCHY? ‘
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 YOU NEED MORE
eeeeeeeeeeee STRUCTURE
THAN YOU THINK




THE MORE ' THE MORE
FREEDOM * STRUCTURE
YOU WANT ~ YOU NEED
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CONSULTING
VS, DOING
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Just work with these ...

4 CLEAR STEPS
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It’s easy and clear with these ...

/ DEFINITE STAGES
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It’s just this simple ...

DIVERGE/
CONVERGE
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Just follow these ...

9 PHASES
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You’re safe if you’re living ...

GIRCULAR
SINE
CIRGLES
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NOT SU \ OR CONSULTANT
FREAL ADVICE ~ RSeasss  BULLSHIT
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Don’t we just talk about ...

AGTIVITIES
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THE PROGESS™

Version 367.2.7
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Suitable and

feasible activities
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Adaption to

real-world constraints
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AND THERE WE GO

Version 367.2.8
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The single most

important question

WHEN IS IT
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THE 12
COMMANDMENTS
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I CALLIT
WHAT YOU LIKE
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E1 YOU ARE
A FACILITATOR
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L1 DOING
NOT TALKING
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3 YES, BUT ..
& YES,AND..
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L3 FIND THE
RIGHT PROBLEM
BEFORE SOLVING IT RIGHT
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¥4 PROTOTYPE
IN THE

REAL WORLD
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k] DON'TPUT
ALL YOUR EGGS
IN ONE BASKET
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£1 IT'SNOT ABOUT TOOLS ...
1S ABOUT
CHANGING REALITY
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{(1] PLAN FOR ITERATION ..

THEN ADAPT
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§T] ZOOMIN =
<: Z0OM OUT
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(7] ITSALL

SERVIGES
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AVOID THE
BULLSHIT
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- LETS NOT BE THE
w1 GONSULTANCY
e ENEVER

WANTED T0 BE.




PEOPLE DON'T WANT ¢
SERVIGE DESIGN,
THEY WANT THEIR
PROBLEMS SOLVED.
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Service design
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HOSPTTATITY EXPERIENCE
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Let’s look at ...
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Let’s look at ...
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Final task: your key take-away
WHATI W .

)YOU ACTUALLY
DELIVER SERVICE DESIGN?
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WELL, LET'S
CALLTHIS ...
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THANK YOU!

SMART GUY BEAUTIFUL GUY SLIDE DESIGN GUY
Markus Hormefl} Adam Lawrence Jakob Schneider
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