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“Integrating “design thinking” into  

service practices, processes, and  

systems”  

 

Service Design as an approach 
(not as a phase): 

A creative, iterative and human 

centred approach to service  

innovation  

Service Research Priorities 

Design for Service Innovation and Development 



Service Design Research UK 



SDR UK – aims 

Design for Service Innovation and Development 

-  Map and connect: SDR actors, projects, PhDs, 
resources, themes; 

-  Raise awareness: among private, public and 
third sectors;  

-  Define research questions and collaborations; 

-  Create interdisciplinary and international links. 

 



SDR UK – what we have done 

Design for Service Innovation and Development 



Workshop 01 

building the landscape 



-  Need to explore both the core and the borders of the 
field 

-  Still limited understanding of business and 
organisational needs and dynamics; 

 
-  Limited ability and opportunity to work toward service 

implementation or to document and demonstrate 
impact and sustainable change; 

 
-  Weak narrative about what Service Design is, can do 

and achieve. 

SDR UK – key issues 
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Service Re-Design 

Workshop 02 – building the knowledge 

Design for Service Innovation and Development 

Social Change New Ventures 

Experience Based Design 

NHS Institute for Innovation 

and Improvement  

Alcohol dependency 
Uscreates & University of the 

West of England  

Circle project 
Participle,  

Southwark Council, Department of  

Work and Pensions, Sky Media 

How Service Design can be better implemented, embedded, 
measured and scaled up? 



Workshop 02 – activities  

Design for Service Innovation and Development 

Mapping Service Design 
within NSD 

Exploring Service Design 
knowledge 



Workshop 02 – examples of insights 

Design for Service Innovation and Development 

How Service Design can be better implemented, 
embedded, measured and scaled up? 
 
Implementation: Collaboratively scoping the project, 
handling complexity, transferring skills, engaging the 
right people and iteratively generate, adapt and 
develop sustainable business models; 
 
Embedding: context and process sensitivity; and 
clearly distinguish between ‘designers’ and designing’ 



Workshop 02 – example of insights 

Design for Service Innovation and Development 

Scaling: scaling a solution or a design approach 
requires some form of customisation and adaptation, 
e.g. a scoping phase. Maintain an open ended and 
creative approach of the innovation phase with the 
service delivery and management phases and teams 
 
Measuring: Integrating economic and quantitative 
measurements with more qualitative and social value 
metrics. 



Workshop 03 – Adjacent spaces 
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Discuss how Service Design is currently applied and 
conceptualized within Social Innovation and the 
Digital 



SDR UK – emerging research areas 
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-  The Object of Service Design 
-  Expanding (Service) Design Spaces 
-  Designing vs Designers 
-  Reconciling Science and Art within healthcare Service Design 
-  Ethics of Participation within Service Design 
-  Should Service Design professionalize and how? 
-  The challenge of Complex Systems 
-  Service Design and Manufacturing 
-  The Paradox of Service Design in the Community Voluntary 

Sector 
-  Service Design and Policy Making 
-  Service Design and the Emergence of a Second Economy 
-  Data ownership and Digital Footprint in Services 



SDR UK – considerations 

Design for Service Innovation and Development 

Scant research has been undertaken to closely study 
Service Design practices, their innovation strategies and 
actual impact: 
-  Contextualising service design research and communication: 

acknowledge the nuances within this field  

-  Decentralising Service Design Research: understand the 
contributions of various innovator actors.  

-  Acknowledging the diversity of Service Design agencies’ 
models: appreciation by commissioners, of the different ways and 
levels that designers operate. 



Design for Service Innovation and 
Development 



DeSID – objectives 

Design for Service Innovation and Development 

1.  To construct an evolving theoretical framework based 
on a literature review into New Service Development, 
Service Innovation, Design for Service, Design 
Anthropology; 

2.  To position and evaluate Service Design practices and 
outcomes along New Service Development process, 
Service Innovation dimensions and KIBS studies; 

3.  To formulate and illustrate the role of Design for 
Service Innovation and Development; 

4.  To promote the growth of Service Design research 
and its visibility and relevance within the global 
Service Research community: 



DeSID Methodology 

Design for Service Innovation and Development 

Commercial Public Digital 

1.  Theoretical framework; 

2.  6 case studies; 

3.  National and International survey. 



DeSID – principles 

Design for Service Innovation and Development 

1.  Contextualise Service Design Research 

2.  Decentralise Service Design Research 

3.  Expand Service Design Research 



DeSID Levels 

Design for Service Innovation and Development 

-  Positioning Service Design within existing theories of 
NSD, Service Innovation and innovation practices; 

 

-  Reconceptualise DeSID: acknowledging recent 
theorisations about Design and Service that suggest an 
expanded understanding of Design and of Service.  



Case Study Research [decentralise] 
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PRE DURING POST 

CLIENT &	  
PARTNERS 

DESIGNERS 

Designing & innovation practices!

designers!
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e.g. Johnson et al., 2000; Clark et al., 2000; Goldstein et al., 2002;"
Roth & Menor, 2003; Edvardsson et al., 2000; Zomerdijk & Voss, 2011  "

Contribution within NSD.. 
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Mode and kind of Innovation.. 

e.g. Miles et al., 1995; Den Hertog, 2000; Howells, 2007; "
Djellal & Gallouj, 2010; Fulgsang, 2010;   "



In
it

ia
l 

T
h

e
o

re
ti

c
a

l 
F

ra
m

e
w

o
rk

 



In
te

rv
ie

w
s 

su
rv

e
y 



Thanks! 
www.servicedesignresearch.com/uk 


