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Design for Service Innovation and Development

Service Research Priorities
“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
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Abstract

Given the significant, sustained growth In services experfenced workiwide, Artzona State University’s Center for Services
Leadershp embarked on an 18-month effort to Kentify and articulate a set of global, nterdsciplinary research priorities
foased on the science of service. Diverse participation from In a varlety of working In

around the world—n with buginess who lead rangng from small startups to Global
1000 companies—formed the bask for development of the priorities The process led to the Identification of the following
10 overarching research priorities:

Fostering service infusion and growth

Improving well-being through transformative service
Creating and maintahing a service culture

Sumulating service nnovation

Enhancing service design

Optimtzing service networks and value chains
Effectively branding and selling services

Enhancing the service experience through cocreation
Measurng and optimizing the value of service
Leveraging technology to advance service

For each priority, several Important and more specific topic areas for service research emerged from the process The
ntent Is that the priorities will spur service research by sheddng light on the areas of greatest value and potential retum to
academia, business, and government. Through academic, bushess, and government colaboration, we can enhance our under-
standing of service and create new knowledge to help tackle the most Important opportunities and challenges we face today.
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Introduction

The world is becoming characterized by services. All the
warld’s most adv anced economies are dominated by services,
with many having more than 70% of their gros domestic
product (GDP) generated by services. The growth of ser-
vioes is projected to continue unabated for these countries.
B that have ly focused on manu

are experiencing rapid service growth. For example, more
than 40% of China’s GDP is now attributed to services. This
ghobal phenomenon of significant, sustained service growth

' Artrora Stats Uniarsky

has led to an ev er-growing amay of questions that need to be
ddressed | o

a0t that have

Q
the success of firms, the wellbeing of societies, and the
quality of consumers’ lives worldwide (Bitner and Brown
2008). More than ever, research is needed to address these
issues, and because of the complex nature of services, many
of these questions will require an interdisciplinary focus to
answer. This, along with the fact that researchers in many
disciplines are refr: and ing their efforts around
service, suggests that the time is right to begin to identify the
MOSt Pressing is aues requiring resaarch atention. Although over
the years there have been calls for more research in service-
related areas as well as more recent forward-looking work
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Design for Service Innovation and Development

SDR UK - aims
- 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.
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SDR UK - what we have done

2013
Advisory Advisory Advisory Advisory
Board Board Board Board
Lancaster Lancaster University Lancaster
University University of the Arts

University



Thematic map

Map key
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Service Research
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SDR UK - key issues

- ]Ic\lel(ejd to explore both the core and the borders of the
e

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

- Limited ability and opportunity to work toward service
iImplementation or to document and demonstrate
Impact and sustainable change;

- Weak narrative about what Service Design is, can do
and achieve.
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Workshop 02 - building the knowledge

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

Service Re-Design Social Change New Ventures

CCCCCC

¢ /O\ . /{,;j o o =
Experience Based Design Alcohol dependency Circle project
NHS Institute for Innovation ~ Uscreates & University of the _ Farticiple
Southwark Council, Department of
and Improvement West of England

Work and Pensions, Sky Media
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Workshop 02 - activities

""3’ cal!

Mappihg Service Design Exploring Service Design
within NSD knowledge
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Workshop 02 — examples of insights

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

Implementation: Collaboratively scoping the project,
handling complexity, transterring 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’



Design for Service Innovation and Development

Workshop 02 - example of insights

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.
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Workshop 03 — Adjacent spaces

Discuss how Service Design is currently applied and
conceptualized within Social Innovation and the
Digital
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SDR UK - emerging research areas

- 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
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SDR UK - considerations

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.
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DeSID - objectives

1.

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

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

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

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

1. Theoretical framework;

9. 6 case studies;

3. National and International survey.

Commercial Public Digital

: "B Innovat nile
Engine G on .
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DeSID - principles
1. Contextualise Service Design Research
2. Decentralise Service Design Research

3. Expand Service Design Research
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DeSID Levels

- 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.
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Case Study Research [decentralise]
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Initial Theoretical Framework

Contribution within NSD..

INNOVATION PROCESSES (NSD)

NSD process: NSD object:

- desigﬁ, - service concept
- analysis, - service delivery
- development system

-launch

NSD facilitators:

- design methods and tools

- staff and customer involvement
- organisational dimensions

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



Initial Theoretical Framework

Mode and kind of Innovation..

Innovation
dimensions:
- product

- process

- organisation
- relational

Innovation
levels

- radical,

- incremental,

- improvement,

- combinatory,

- formalisation,

- hoc innovations

INNOVATION CLASSIFICATION

INNOVATION PROCESSES (NSD)

NSD process: NSD object:

- desigrj, - service concept
- analysis, - service delivery
- development system

- launch

NSD facilitators:

- design methods and tools

- staff and customer involvement
- organisational dimensions

Innovation co-production:
knowledge conversion processes

Innovation

factors:

- Client competencies

- Client technology

- Supplier(s) technology
- Suplier(s) competences
- Service Characteristics

Innovation

outcomes:

- technical performance

- commercial performance
- civic performance

- relational performance

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



Re-conceptualise SD

SERVICE Service as an Service as a perspective Service as a perspective
LOGIC activity on the customer’s value on the provider’s activities
creationv (business logic)

Initial Theoretical Framework

INNOVATION CLASSIFICATION

Innovation Innovation
dimensions: factors:
- product INNOVATION PROCESSES (NSD) - Client competencies
- process - Client technology
- orlgjaplsatllon NSD process: NSD object: gapﬁlel;e(rs()sgihggg?gs
- relationa - desigrj, - service concept . Se?vice Charac?eristics
- analysis, - service delivery
Innovation Icieuvneclcr:pment system
levels
o el Innovation
_ irsgrlg?rl{ental, NSD.faciIitators: outcomes:
_improvement - design methods angl tools - technical performance
. ’ - staff and customer involvement - commercial performance
B comblr\atc.)ry, - organisational dimensions - civic performance
) formallsatlor\, - relational performance
- hoc innovations

Innovation co-production:
knowledge conversion processes

DESIGN Human and socially Service Design as Focus on Designing

ANTHROPOLOGY framed view of assemblage instead of

innovation Design(ers)




Interviews

Theorecical Framework_drafe01
4. Appendices

4.1 Appendix A - Interview questions for design agency

1. Agency background information
1.1 General E ion (e.g. mission, size, ies, roles, kinds of

projects)
1.2 What is Service Innovation?
121 How would you deseribe service innovation and development”
122 What is your general approach to 14 and method:
123 Based on your experience, how would you describe Designers’ role and contribution to
innovation processes and practices?
12.4 How do you think Design is different from other consultancies?

2. Project background information

2.1 General project information (e 3. whes, duration, people involved, size, ete)
221 What was the original contact with the client (previous relationship or new?)
222 How was the relationship initiated and developed?

2.3 Brief (Design object)
231 What was the original scope and focus of the project?
232 What was the original brief and bow was it presented/developed?
233 Did the original brief change afterwards, and if so bow and why?
234 What was your previous sector knowledge?

3. Innovation process

3.1 Could you summarize the overall mmovation process (key phases, activities, events, methods,
outpats)? What is your understanding of how yoar cliest does innovate and change?

32 Did you have to adapt/develop your methodology to fit the project and their processes? If so
why and how?

33 Who bas been involved along this process, whes and why? Who did you interset with in the
organisation and how alomg the process (emsail, workshops, meetings, etc ) and how was
knowledge exchanped? What was effective and what was not? What did you learn acrozs the
process and how? [i i d ¥ ive learning; from tacit to explicit
knowledge and vice verza)

34 What were the main sources for ideas and inmovation”

15 What would you say is the main ‘design object’ of your designing?

3.6 What were the main issues and challenges: drivers and barriers

4. Design outcome: and imsplementation

41 What was your main outpat and ions (solution and ? How was it be
presented and shared, and with whom? Till which details [specifications]? How was it
received and valued”

42 Where was the b ing [i 3 i process, isation, product
or relational]” Which changes you suggested and foreseen as ¥ skills,

technology, methods, service charactesistics )7
43 Implementation

survey

DeSIGN FOR
De I SERVICE INNOVATION
& DEVELOPMENT

Research into the Role of desizn in Service Innovation and it
The purpose of this i ire is 1o § tigate the roles that design is playing in
service i ! and In this research, the process of service

development is considered as the one that embraces before-, during-, and after-design
phases. The questionnaire consists of largely two sections. The first section is asking
general background information about your agency. In the second section, you will be
asked to select one project that best represent your agency’s service design practices.

All of your responses will be kept anonymous and are only for use in the publications
that forms part of the DeSID project. We thank you in advance for your valued
icipati The ing ! ire will only take about 10-15 minutes to

complete but will provide us with valuable information.

. Principal Investigator: Dr Daniela jorgi / E-mail d MOCEN acuk
. Co-Investigator: Dr Alison Prendiville // B-mail- a prendivillegicc arts.ac uk
Research Associate: Jeyon Jung / B-mail” j jung@lancaster ac uk

I you have any queries concerming this questiomnaire, please contact research team on the above contact
email address.

1. Agency background information

1.1 Please provide some basic information about your agency.

- (optional) Agency name:

- Year of foundati

- Location(s):

- Agency size (mumber of core team )

1.2 Please select no more than three key competencies that exist in your agency.

O Service design O Business Design
O Interaction Design O Service Analyst

O Product Design O Other (Please specify):
0 Visual Design

O Design Research
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ABOUT SDR UK

DISCOVER

history and a growing, but still small and dispersed, research community that strongly needs
support and visibility to consolidate its knowledge base and enhance its potential impact.

Service Design Research UK (SDR UK), funded by an AHRC Network Grant, aims to create a UK _
research network in an emerging field in Design that is Service Design. This field has a recent



