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Design Activities : Experience Prototype
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Case Study 1
Facilitating Collaborative Design Workshops (£ : http://vimeo.com/17067825)
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£2{2 : http://goo.gl/RY2kja} http://goo.gl/ePOWt step & ECIZ A2|5tASLICE.
£2{3 : https://vimeo.com/17068349%#at=6 timelapse video of setting up and using a Design Sketchboard)
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Service Design Tools
=7| )jE=IA (Motivation Matrix)

=5  MH|A ofsf
9 : skill & Technique
=2 : MH|A o[l 2A A} 2M

Overview | 34 4 7|cj& 2}

=7/| OHE= OlSHAIAES 2 2t OAS 79| A E OHERA Mol AUSE Sall AH|A
A AR A0l O|SHRA R} 2te| S 2AZ O|aet 4~ QUCt O] BHEZIAA 2= O|3H2tA X} 2+
M| = E7lfi°I OIﬂ, J2|20 7|0 = S M ATICE A|AE! Ao ASZLS 2H210]| A A|AEIQ]
URILEEE V|2 ot Ao 2 ahE0{2ICt

o4
Actors Map

Character Profiles

System Map

Step 1 AlAHZAES E5) A2 Ao| DE OfsfEAR} 2AE U A Ha)
EZ2IA R
— =
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Step 1| A|2% &2 == of52tA|2t 2|~

[m
L
12
o
3
1

OHESAS US7[0] UM ALEH S0 25, &2 HAAQU ZE Olsi2ARS2| 2|AES}
IS S0| UM 22 H2|Z[0fOF BHLY.

library

characterising
icons

Step 2 | 57| (HEZ|A 2t

A AE A0 Z22H5H= 2.E O|5H2HAH R H(Stakeholder, Actor) &8 2+2te| 7|01 2 Ze|siC},

NG A|AEISl RE A ZIS0| LEE CHRIY DHESIAE 2H45t0, 21F Yoz BE 2%
| S22 MZ CHZ O|af2HA|

A7t BHLb= 2E 2|80 S 7H0f| 2S£~ Q= 25, M 2UALE = YH 52 Fals 7|=EtHot

Platform Integrative
Providers Providers

.........

...........
.......

stakeholder’'s motivation
system stakeholder stakeholder others partnership
promoter (A) B c stakeholders
A's intention Paershp
system (motivation) beneft
promoter (A)
B’ intention
stakeholder ena—_
B
sarnerzho
Parership
Cs intention -
stakeholder (motivation) s
c
others ....enlarge for more
stakeholders stakeholders....
intenton
(what the parinersnp
partnership prar-shoros
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Case Study

E-Meal System Organizational Map + Motivation Matrix by Francois Jégou, Ezio Manzini,
Anna Merino

EUS| ¢4t Z2AHE HICS (== &t

o
fon
o

SR N YA 2 HEKIS A A5H| 2l YHEHQ ES Y2l5k= AOIC HS0|A
ECHAL], 7| E A= dliY 24 L 7|HEE 0[2t 2t E O3 2AAE 24510
A2 Ztet MRl S5 S OfsHatAIR 2He| = 288 EAI5k= 20|t

- ooooT M ooog Iunns [oooo [
gives Organic-food an 3 Appliance J}:r—. JA an/, Solution Solution Oriented
to... i Thacary gt 1 od Saud  Assistance Service manager Centre Partnership
orgenter software provider ™ producer provider “ 9
1o find new business | . organic food market . organic food market . high quality food new high quality knowledge and . organic brand
—_——s in the expertise to test the expertise to improve the | products to be offered convenience meals expertise from the identity
PR i L iR organic food industry | validity of the software | performance of the o customers for vending machines | organic food sector expertise in organic
organiser appliances . a new service supply management
concept
Dooo®  awaytoennancethe | .toenterin non- _new criteria and . away to better satisfy | . adds value to the expertise in the . advice and dietary
oo 2 o real value of the medical markets dietary tools for the customer needs service portfolio dietary industry management through
(\ » organic food offering .10 open and finalise | development of . potential networking professional software
Dietary mgmt research in new appliances for special with food specialists
software provider areas food needs
in food in food . to find applications . a dedicated appliance a smart vending expertise and smart appliances for
for food for customers machine system products in the white food processing
. hardware appliances | appliances good appliances. . brand identity
Rocience 1o be integrated with - to enter in the sector
s software service dimension

oono
oo ?}
Assistance =

provider

oooo|
an,

Service manager

lnnun'

Solution
Centre

Solution Oriented
Partnership

-

. specific knowledge of | . specific knowledge of | . cognitive and - to complete the expertise in assisting | . social dimension
a very sensitive sector a very sensitive sector physiological feedback present service people in a specific access 1o a specific
. inputs and feedback .anew area of to better design the offering context context
from the reduced business interfaces of new 10 better satisty
access to food context appliances needs
. expertise of a specific . feedback from the . feedback from final . to expand the . expertise and . service management
market final users users service portfolio entrepreneurship in in specific contexts
. expertise in service . statistical databases . inputs to integrate . to extend the the vending machine
management service and appliance offering to new industry

design contexts
. catalyst in the design | . to facilitate entry into | . to facilitate entry into . to facilitate entry into | . to facilitate entry into | . to develop tools and expertise
and development of new businesses new businesses new businesses new businesses expertise in solution | to facilitate and
ideas . support in the design | - support in the design . support in testing of design manage the partner-
. manage partner and development of and development of the solution idea with .10 obtain visibility | based solutions
development ideas ideas their customers as solutions experts.
. expand business and | . visibility and . new sales channels .anewidea of service | .a new service to be . opportunity o test a to provide healthy,
new market recognition to the end- | _ service expertise to be used to reach used to contact new methadological convenient meals in
opportunities user new customers possible context of toolbox different of
. to become a food . feedback from new business expertise in the food reduced access to
solution provider clients sector food

Z£2{ : 'Visualization tool for design plan' p.49-65 by Francesca Valsecchi
http://www slideshare.net/urijoe/visualization-tool-how-communicate-the-service-design-
concepts-presentation)
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Design Activities : Lego Serious Play

gl 1Al 2|0 AF2{|0]™ (Lego Serious Play™)

&1 AjH|A 2143 2 ofo|cjof g

: Skill & Technique
D KHA 2 Y Ty

Jo 4o Hr
I ok

Overview | 34 4 7|cj& 2}

gl 2A|2| oA S0 ™E 0I% Sofl 22| MH|A of0|C|o| =E5tD, SA|0)| 71Y ekt 34
= S50, Ol BAAE ZHe| HRUAH0IE 2 E AlZEtetot.

RE

[

o5t A| A (Role Play)
C|ZFR! A2l (Design Game)

gln Sjjo] I

AED| et
OFRA} 2t A U 2 A23}
T4 79l Y IZ0| Cit ofsH At
K| 0[8|2] ofo|cjof FHgr

K| 2 212 ofo|ciof et
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Case Study 1
‘LEGO REAL TIME WEB’ by Trivioquadrivio

Trivioquadrivio(Z22te| 2ME 27|22t USI(Universita della Svizzera Italiana) 2|
NewMinE LabO| {5t 2| DA[2[0{A E2{|0| 2 &8t ME22 Y-E0|C

2008 H7H2| 7|20| S E2 21 AIAIZH OfO|HIEIE|'Q 2| T MAIZH ZEF, WA 22 b
HoHolo] o3t S AIMAH HRE HFSH= 0|0, FAHs 23 AH0| S ZRE St
T2 MEOIM HAS HS 4 AT AU H0|ACt,

Trivioquadrivio2} NewMinE Lab0i| Q|5 7=l A2 dEH=2
C|2t0|H et S2t0|HEZL HR LA O|EE S7H5t7| 2ol el 22 .
CESH ORI 40 Chot Fot, &% S2 A|YOMe| Z2|M, A AH|2t, ZEI= et 72
2 7|01 Chsll delst OfsatAH 2t 7te] 3FE s=CLt.

o [0
>
o

‘EH|RtER2|H| 9] LSP (24 : http://www.trig.it/Ispunit_eng/file/01.htm)

Case Study 2

LSP-Powered Stakeholder Consultation Workshop on Energy Efficiency Policy in Indonesia

oLz 28 S Soll 2L BIEQ 445 FH 22 5h= AZU|Aor] Y2 Z2HEo|CH

LSP-Powered Stakeholder Consultation Workshop on Energy Efficiency Policy in Indonesia
(2] : http://seriousplaypro.com/2012/03/14/indonesia/#comments)
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Service Design Tools

orel= (Mind Map)

[— F—3 = ol ezl A2
S5 MHIA 24 Y 23 42

9 : Skill & Technique
4 MH| A ZAM

(@]
<
@
<,
@
2
o
i)
na
y
=
ko
K

=
2t HMst YESS SAI0 & & A F22ZM, OFOIC[0{0] THEH QUALOIE

)

« BUSHH ATl £ E2 JES2 Ol 4 YA Felet 7|d5t7| 80|5HA STt
« D2AUEQ| ZH HFX|Z, H2E Ol0|C|0{SS ECt YetstH st
o
« OzbM Clo|o{ 13 (Affinity Diagram) « 12232 (Group Sketching)
o A|AHE B4 (System Map) o N BHAIO| Ol T A (infographics)
Process | &3 2}
Step 1 24 O}0|C|0f HY%|
Step 2 OFO|C|Of &t
Step 3 EHAto| Hi=
Step4 ORIEUEH{Z I EHE
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Mind Map: Proteins (detailed) based on p.122-127, Book 1. SK277, Human Biology
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presnahyy " feteting

Z2] : http://www.open.ac.uk/skillsforstudy/im Z 2| 1 http://wiki.nasa.gov/cm/wiki/?id=27464
age-drawn-map.php
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http://www.open.ac.uk/skillsforstudy/image-drawn-map.php
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Case Study 1
‘D-SCHOOL MIND MAP’ by David Kelley, IDEO
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|deo's David Kelley on "Design Thinking”

(http://www.fastcompany.com/magazine/132/a-designer-takes-on-his-biggest-

challenge-ever.html)
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Service Design Tools

2cyt (Moodboard)
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Overview | 34 4 7|cj& 2}
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| SIS MEIA Al AHS RESER HoI50], LA HRUZ0|MHY| BB 4 3
Ch S ZTOIA CIZFQ! 7| ZIEHO) A AlQt0] H2HEH (SUT+ZIM)S HICH S5 LT of

Ao
Context panorama

Poster

Service image

Process | A& 2}

o
SCECE J|E DA A URRM CIRERl 0| AlZtE|7| FMof 743t ARk Qs 00|
HIAE AEIUAIE S8 BH2E| ZOIM A|Z5t0] BER AFRE7| (20| E3 Z2MAS 717
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Case Study 1

‘Mobile Embodiments Project’ by Interaction Design Institute Vireo

Personal Technologies 2002 - Mobile
Embodiments

Using the mobile phone as a remote control to
activate technology
(http://projectsfinal.interactionivrea.org/web/d
escription/pt_mobileembodiments_02.html)

Case Study 2

‘Blue & Yellow Moodboard’ by Breanna Rose

0= OJUofZ 2| A0 ESstn AU

Cret Z440ILt AEIUSS F2lot ATt Qe S2101M 247t 2 7

—— T
2 ggs) A3 4

(http://blog.imbreannarose.com/blue-yellow)
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Case Study 3

‘Mobile Embodiments Project’ by Interaction Design Institute Vireo

Douceurs= 9 MB|A2| &4 AtLl S7HE S55H7| 2ol AIFS0] AH412] D22 HAIE 2 4 U
A st MBIA ERHO0ICE 0| A2, OFFHE, Had, WSHYU 28 YA 1A B2 E OFREE
YA MBIAZ M THE 0|02t A= 0f| Q|5 Zetfe MBIA I MBIAVL ASE = S#E3 2
T 1250 Z2HEQ| Z|7[t RES A|AH 22 RAISH| 25 FEEUS LT

"O|A(FEEE)2 MH[AZE 7122 = ROMHO|L, 2SHO0|HME FAHQl Z2& Tofsty| of
A2 712 S Z2ELLE o 0]0j2|= /g4 0[H, £ o RS2 +41H0|1, 2E2 A (ERA)

QiLct."(Lauren Carrie)

(http://douceurs.wordpress.com/development)
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Service Design Tools
AT 28 E|0| & (Interaction Table)

=& P MU|2 7 L ofo|C|of ZHE
9 : skill & Technique
A MU|2 M o)L A ofo|c|o] A2}

Overview | 34 4 7|cj& 2}

MBHG EO1Z2 MHIANAH HollA WAsHe 45212 SAHstD LHAY|7| 23t Solct.
MEIA BRAA 4o YEABS CAMR BASHS 7o R SRR QA 9

SH

=]
LAEC|HEO| HEHOIC, +B2 2B Y2 JEIE TS HAR 7tSA717] floll €82 &
=2 0|8317| 28t A= A4 S0 €A AHEE 4= ATt

=2 rr

kY [E]

=no

DM H 2| = (Customer Journey Map)
AE2|EE (Storyboard)

E2I2E (Blueprint)

Preparation | &H|A}gt

GO 24 A2 / B2 ATEQOfLL FA / AT / EIYE|0|S

&=

Process | &3 2}A

Step 1 MH|A 7]3| EFM (Exploring Opportunities)
Step 2 AMH|A A|AE OtO|C|Of 7HE (Service System Idea Development)

Step 3 MH|A A A JHEE (Service System Development)
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Step 3 | MH|A AR JHE

MBI OOIC|Of 7t MEHE| D AEAL 42218 20t YO|El =, MH|A Ul TAE 2Ish 271
= HEE J425| Qo) Ot 2D AMIEH 7153t A2tEH e st
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(Dvet Achvrnew DA
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(Mo 0owert M)

Suppon processes

servicedesigntools.rog 2t Mepss.nl ®AFO|ELS| W22 - Interaction Table
(http://www.mepss.nl/index.php?p=tool&I4=W22) & 250 &2 5t LY LIC},
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Design Activities : Service Prototype

MH|A =2 EE}Q (Service Prototype)
M2 7} Y A

: Skill & Technique
DMHIA A A4S )

Jo 4o Hr
X ogh du

Overview | 34 4 7|cj& 2}
HUI2T} UAI2 BG4, e, HES D0 Z2EEY S B AB A s
288 B EHAESICE OF2 724|3} &| 2| E2 A|F, AIAE!, MH|AS ALAH0|H AA=
Mﬁéfé Aot 22 A8S AHSstot.
MH|AQ| HEEH2ISE ASht ALY, HliVsd 7HA| THYst S THOM S S A3 etct
AlZHE A|eF £= H0|Z| ¢t= S0 22 LR 7| e & Aol 24 o|ct
Ao
« Low-fidelity Prototyping » Vertical Prototyping
» High-fidelity Prototyping » Scenarios Prototyping
* Horizontal Prototyping
Process | &3 2t
Step 1 AMH|A HSE Qs T2 EEIY &0l 25Hd 0|2 A (Define)
Step2 7|2 Q7AEe F2 (List UP)
Step 3 D2 EEQ A2t
Step 4 MH|A TZ2EER] 7|0 Hg al I}t
Step5  AMH|A Z2EEIQYC 3
Mb|A ZZEEIY ZIH A =30| £|= AES
MU|AE HEHQIV)?
MH[AE D = AL ALE ol BH2HAISHIE? 7H2| 7t Je=2t?
MH[AE D = AL AFS 0| AFESH |0 ELt?
MH|AE A|Zot= A0| M2 HIE2AI5HI}?
MH|AE H3list= 40| HIE SHO|M £ =2|H 2= EIYSHI}?



Case Study 1

LA PERLA, INTERACTIVE TOOL FOR STAFF TRAINING- Domus Academy Research Center
1999 La Perlas ZHIX0|R TZHMEO| 2t4L51% 10, E2A OFFHH0] H3AE= AODfA
29 g ZZ2 43S 2[5t HE(D|TO] AAR JHEE 2F BTt O] Z2HEZS 2{cfM La
Perlal| 2] &2 TOfR0f| CiSh SHES o Y1} = E WK Sh= H|T| L2 A2t 2H0{5HRALE

La Perla 042 LHOJIA A BEE AlE2M0|8 & & e 0] A2 M2 CHE HE0f|A 2Z0f| |
OlEH B=SSHO{Of of=2|0f| CHal 2 NEEL=Z ALZE(USH, o

2 oAMZ2 5| 02 ZEE Aot Q28 3

[l
Yy
i)
u
(0d]
40
_oTh
rr
m
fol
i)
Al
o
o

e un processo

vista com
hni. di realizzazione
el cliente:

del de

Feonsumatore

PYTL | Antaneo, P
nonb un ptdces’so graduale ed impegna
ma

I

LA PERLA : 2| 188 ot AS22 &3 (£2 : Domus Academy research Center)

Case Study 2
TRAVEL GLOBAL | READ LOCAL (Copenhagen Institute of Interaction Design

AL RSN, 242 FHLR IS A AFH0) SUO| 225 SO BHESHO Ab|20| o)
20| o LB CIAO|LIE 312 SO HTQ A, AMAS Wi Y BES B
AH|A M Of52 2 2BHACY,

K o

T O =2 C—

MA o=l | X|= 2171 - Eilidh Dickson,
Adam Little, Siddharth Muthyala
(Copenhagen Institute of Interaction
Design)
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Case Study 3

Service Design Workshop- Service design methods in Arctic Circles Arts

29 S SAD LA M2E 225HD 3S U2 B 4 U0 Bt U2 g Z2HE
OICE. ATIAES M2 T2 47H2 4 (0I5 S0f, 17, 1S4, £3012 WLste )2 west
Of D|AEI2| ATE 43510, SUBH Ml 20 Cfst ARIS 7|2310] 2A312ICH

(&4 : http://sinco.fi/2012/06/service-design-methods-in-arctic-circles-art-design-summer-school-
at-rovaniemi)

Case Study 4

The Design Charrette- Innovation Workshop

2f &2 F0fst= OfO|E[0|E Eisto] 4 Olz A=SS 7HA|L Z2EEYS USUL Z2E
EtRi2 W21, OLO|C|0fE AlZfetst, 2 4= s YA 22 M 22 H2S AtEst 245
Z YHYOI|CH. MB|A Z2EEYS Sdlf MH|A VS 2 S/, EE S0| 7tssttt.

(&4 : http://sinco.fi/2012/06/service-design-methods-in-arctic-circles-art-design-summer-

school-at-rovaniemi)
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Service Design Tools

A Eg|E2l (Storytelling)

T A2 24 2 otolc|of JHE

9 : skill & Technique
=2 . AH|A ofo|C|of At

Overview | 34 4 7|cj& 2}

AEE|AYE MH|A AEFUD HA KOl TIRHQIS EOI5HH| Sh= T2l =2t0|H{(design driver)
= USOfL7| 2let 20|12 AHZEILt 0[0F7 = AS2 BHFLAIFEH HFL 014, O &
DHAHTIA| CHFSt REE HFSHE LAt AEtg AlS st

|>
HM
i)
ne
o
mjo
>
o
Q,E
rir
Y

2 Z30| ojLt= H3Hcontexts)S 2HZEst &2|5H=
AFSH ME|AZ 2 E| 2}HESIF AH|AO| DS BFS1 RA|5tD A
4 0|0|Z| & DtE= =F0|Ct,

MHE|A CJROI HtHO 2 M AER|EZ] T2

—

Observations 4@
- Otaniemi district

- Metro environment ‘\\\ CuslomerjuurneyJ
Gathering Stories 4\@
- Users

Cultural history 4@

Interpreting stories Warking with stories

- Persona description - Transformation into
- Re-writing stories design elements

Eventually creating
new meanings

Communicating

Industrial design

Scenography Concept design

Screenwriting concept ideas

(http://www.uxmatters.com/mt/archives/2011/07/
the-css-of-design-storytelling-context-spine-and-structure.php)
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Case Study 1
LH2{E|E. (The narrative)

0|0}7|3t 02} 3H= AER|Z BC} EfHO
2Ict,

™
INcREDIBLEmD Mll}o‘l'lﬂl MACHINE!

HOW 16 MOMS ARE BENDING TIME TO GET THEIR SHOPPING DONE

amazoncom

THE YEAR 15 3010, THE CITY, CHCASO,

Case Study 2
NARRATIVE DESIGN TOOLKIT-Marco Zamaratt

023 2t0l2FE S 0|0E7| (Narrative)E ¢ 2 0
712 P28 o CR0|Ho|H E2ES R F|ER
oI5t

T
of thet Sel=a SR 7|2 248 QIS

-
b 2T, EIAO|H 7t 7| E9f 0 A
LEC|RPO| 71 o2 S S oL, M=

2 (narrative structures) £0|M Sl SR 247 S2{0|HA 0|0t S S45tA Lt

5t 2R A0l HHAlo 2 &8275}7| 2[5, 0|0F
=]

(http://www.pidublu.com/projects/narrative_design)

32



¢

Service Design Tools
AR BM 3| E (Task Analysis Grid)

221 MH|2A 714 Y ofo|c]of et
{ : Skill & Technique
: MH|A oto|C|o] Ft&)|&}

F
ol

Jo Ho
220

Overview | 34 4 7|cj& 2}

HREMT2|S L CIRL0|L{7} O|SHRAIRISF OIAZHO| Chal 2S5O} & 1) AHZSHs 2P AR
SMolct, @M J2|EE RTAR A it 71Z0| & 4 ct

Y2EN J2|C0| S22 SA FHLI HOZM EAPIIES S5 ZRYEQ| FH| Heok
A SEE % 0)2fo] BE 7|52 SHQISH= ZO|Ch Eat, B o] 27U 2AE 40t Eof
o T0|2|2 H2IBORK B2 LSS sivio] BI| 1 OlsfTARIe| WE O[S ST Ao

= =
Y Y S MZsteliA 248 20] 0t S 75t 22 A| YotE=

pat
©
d
or
_o'ﬂ
o

ALEMIRIS0| 2t B2 ALf2(29} B HYS HWED, NS UBSHEL| WMl BE
SH9I2tRiS LIZBIC SloIAtele MoR BEsi SMaelst Hth HANYS 25| s
2AQIOICH T2 290 YBS = HOILt 2l B2 FREC

Al

Specification

Process | A3l 1A

Step 1 OD2ME 22X E= S8 H9|

Step2 A M o|F AH ZHo

Step3 7l U &Y

Step4 M Y
AR EM O2|EE 2dst7| flsiM= 24 d2stll, ALEAt0|| Cist AEE A2 CI30ll= A|AE
(MHIA, HE S)S Soll <[00 & 2SS JO|SIC AR E2EM2 a4 ol ZalioF & 2AIE dAIstn
AB2fO] EUES HSEHEIT YR B4l 22 510F B 22 Hol5tn, AFt0] 4B, st=gof
£E4 & SEHQ 240 AR|A[ZHoZN AR FHS FRIIGICH 0] 20| ELt CHFO0|= AFEAI2L MY
AE O|8afl o~3lsHoF & A& Ql PF 0t 7E 0| LEtOF ST,

(http://www.docstoc.com/docs/39260697/Task-Analysis-Grid)
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Case Study 1
Call History- Compiled task analysis by Todd Zaki Warfel

J2|E9| =0z AFZA of ol T2 ARIM 10| 2, Ao [het 2+1st= AFol| Cist
ZH2kSHA| 7|&E0{QUCt 2|1 J2|E0|M 7222 Before Scene, After Scene, Future Scene
O LI, MZZL Sub Task, Scenario, Consideration/ Influencers, Pain- Points,
Functionality2 LH+=0{A QUCH ot 7|54 BHO| Tet A2 H2 T2 BEA|S] FAC.

=22

Coll ity - Comvgrled Tank Asalyaia c

(A : http://zakiwarfel.com/dl/TaskGrid_Sample.pdf)

Case Study 2

Task Analysis Grid - Gia

O2iSe] 4R H2ALIOIM $2 AR RS LIEHHCE 1 C30| B2 I Blo1Ze| 24y
o2 2zto| NZEHE AlLI2|29 B YRS HBFICL 2|1 Y st U RE

SIPIZII0] THECE SI9IZIYES Mo BRE|D, 1(2i=A| 712)-4(0j2) QXY 24&2A2
Lp=ct,

Purchasing » Used Cor - Compied Task Analysis
Py o it
Ay sally Harris

\
J “I want to stand out from
the crowd but can’t afford

A anew car. I'm just not sure
= what I need to know to
¥ putchase my first car,
although 1 am certain
1 can find all | need to

- — = know online.”

3 Manda 3
(0t romghly 16 years ol She thinks he imay get  betes deal o 3 pivate
heis

which pacticulad models / ears hat s o bet e o e foud

Sub Tasks.

scemavio

Considesations /inflocncers

Pain-polats.

fumctionality

(&3] : http://www site-optimiser.com.au/user-experience/task-analysis-grid)
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Design Activities : Role Play
st (Role Play)

=& MH|A 744 L ofo|C|of 7
59 : skill & Technique
=2 : MH|A 0}0|C|0] FA|2tE S5t nZHULS Sl

Overview | 34 4 7|cj& 2}

H|AJF HESCHE 71 3t i MH|22| 7|5 YES 71 224 CHE AH8AIL S
YoM YA WS3H=A| 225t OlshSte), AR, AB[AL, E= TAO[H 240 gt
TSI 7heo| MH|AS A otct.

njo ok >

Preparation | 43t ZH|

Experience Prototype
Informance
Design Games

Lego Serious Play ™

(&4 : http://www.wearesnook.com/snook/)

Process | A3l 1A
Step 1 MH[A A|AR] 2Hg
Step2 IDZ2EEIQS &2 oA AH|A QIEH|0|A A2
Step3 TR Al AHHO| HEV22E Q| oY &t Zast HI|X| =

o =
Step4  HCtHSLE O[3HS QIsh ATS WSO 22 Al Hh 17|
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http://www.wearesnook.com/snook/

Case Study 1
‘Designing a Medical Service’ by IDEO

o|2 MHIAZ CIAfQI5H S0 B3 DEQY| CIAI0|LIS S 424 US| 45o|Z
BH0I 301 51 owsar A, DIRLEL Ol 812 SO Bl ROl 212t o
5t ofstof Wt Argtol S| @1|3HC. of

Yo7l 1A 2ot BEO2 YD

(&3] : Design Method Cards for IDEO
http://blog.hugeflow.com/attachment/cfile8.uf@1451A3404D6A847621605D.pdf))

36

N op Mo M

oS24 =



Case Study 2
‘Go PROD - Role Games to Design Product Concepts for
Mobile Communication’ by Giulio lacucci, Kari Kuutti and Mervi Ranta

ol Z2MEL nj2fo| K201 Heo| QIE{U AFBRIE 93t MH|A O |EIHE ZASH| £
A7| 23} Chsto] S HEYAE PHsHE HOIC AT A0S AT ARSI HET}
(o]

=, d2| & Ho|M GRIelst?| S0| 2EEUSH, AFRBEIA20 3714 7|24l S8S 1
A M22 AHE S =25t2A SHUCE M 7t2] SB2 TE D8] 4= 48, 4= A&
ote S AR 7S, 5=, =, B0 YoM 2 2 VRS9 WEOICH HY|R S
= O MB|AT} 244159 0|58t AR LA OIS =4 &4st7| fIshA 7012 2810 A4
= 83Ut

O Z=HME| 2EE £32¢ A2 Y (E 0122 A =5 &t A2=2 K20

—

A52 0|2k FAFSH YA O[Tt

Z2{ : Visualizing Context, Mobility and Group Interaction: Role Games to Design Product
Concepts for Mobile Communication’ By by Giulio lacucci, Kari Kuutti and Mervi Ranta

* pdf CH2Z2E http://users.tkk.fi/~giulio/iacucci-coop.pdf
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Design Activities : Role script
st A3

M AMEEIC) FEti22 AE2|2EQt 3| Ofak
(Evidencing) 7|§lC 2 &8 %I},

e L B ) R
& : Skill & Technique
A MU A HAHS 9Ish Wt Y 70| = &

£{2| ZQIES DL M2 Afo|o] EH| ZYBOZM Efolo] ZHS OlHstn ASsH=T| &27t Ut
S, CIQHEH AFBIO|A] WASSHE AFBRIS] @9l U EIATE AsHEG] Bolsict

L=| Role-play Toolkit
il I i .
ﬁ.:__lﬂ“ = Committee Script Set: Senate
COMMITTEE CHAIR SCRIPT

| nstructions Seript
Sto ry b O a rd Lead the committee senators info the | declare open this meeting of the Senate committee

room and sit down, Say: on (topic) at (time)

on (date).

Evidencing

Then say:

Templates

Once the first group has taken their seats
say:

When each member of the group has
qiven their name say:

Process | A3 2}A

When the statement has been read say.

The committee will now hear from three witness groups who have
expressed interest in this bill.

| welcome representatives from the
come fo the table.

Please state your name for the Hansard record.

group. Please

Please read your statement to the committee.

Do any senators have any questions for these witnesses?

Repeat unti the questioning is over; then

Step 1
Step 2

MEIA AEZ| A2 (AEZ|EE)

(e:]
=5

When the first group has left the table, call
the second witness group. Say:

Once the second group has taken their
seals say.

St [:H

=2

e

20

| thank the representatives from the
aftendance.

group for their

| welcome representatives from the ___group. Please
come to the table.

Please state your name for the Hansard record.

When each member of ihe group has
given their name say:

When the statement has been read say.

Please read your statement to the committee.

Do any senators have questions for these witnesses?

Repeat until the questioning is over, then
say:

When the second group has feft the table,
call the third witness group. Say:

Once the third group has taken their seats
say:
When each member of the group has
given their name say:
When the statement has been read say:

Repeat unti the questioning is over, then

I thank the representatives from the group for their
attendance.
| welcome the representatives from the group. Please

come fo the table.
Please state your name for the Hansard record.

Please read your statement to the committee.

Do any senators have questions for these witnesses?

| thank the representatives from the group for their
attendance.

Produced by the Pariamentary Education Office, Located at ww peo,gov auteachers/oolkitik_script himi
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Step 1| AH|A AEZ|EE |2

Storyboardis AE|A2] J2I0|L} ARRIO| @i
27| H 91 MRE| {2 ALE 37 2

QF Mo | oMb
NE T SIER. @ B
Cll wgt? N85

Chise's Doctor / Emargency

- nabworte iss0d?

v
@ OMLINE SOPORT < @Go o ke e
DO R CA

Hewten o3 o 1 ok, ke

s
ot s ané ot 2 . o ol o o vt icemation v oens

. 2 2
s = :F (\‘E‘ 1anied

ME|A A8 AERIEE ME|A M8 AERIEE

(& . http://www.xplane.com) (B3 :
http://johnnyholland.org/2011/10/storyboard
ing-ux-part-1-an-introduction)

S AMSHA 7= Sttt 2 M| A TAE ME[A ASALS] THAF

—

SERVICE?
THE ARGOS
EXPERIENCE...

ONE INTREPID REPORTER
FINDS OUT...

SEhof| cfst A S thes d= 349 Aol ot A2t B e ClE2E He R
(&3 : http://www.webwoman.tv/demos/ (&3 : http://thinkpublic.com/news)

ForumMG.html)

i
.
L5 Y
i i i \
i iy 3 \{.\
® = 3 N\
\l

AE2|BE of2f thEE A2 32
(&3 : http://wahoofilms.com/our-video-

production-process/write)
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Design Activities : Actors Map
Aotz (Actors Map)

22 M| 2

—Tr
89 : skill & Technique

27 : MH|A TH2A7k0] AT TH 2

Overview | 34 4 7|cj& 2}

‘4ElZ| = (Ecology map)2| SHLEQ! HSAWE AMH|A S/EH 2t2] Olali2tA|E AlZstst=d 221
St ASAUS AAE 20| MB|A B2t |oF MB|A AHAEO] O|5HE EEL.

QIEIR J|5to] OfY =22 S B (Of: 12 E& AH|A AH)ORSE(0] BAS S5 2AE
B2AS SMBICH ZEOR MHIA AIAH oA 2t 30| O3S S OfsHRA|O| Al23faict
AR, O U 71 Eo| 0| SEFHE ZS ETHOIDY, 45 2O TSt Ol5S SHAAIZID At
A 712l Y BUIEY, MBI 4 U CFF OfshEAA 2to) B 23 U ZRHE glo| 4K o
MEIA A3 72t 2 40| Zotzo|ct

Preparation | 43t ZH|

HESD AE AIE / HEYT BAIZ 9|5+ Ve -
(Ctsot &3 BH /e 7IE71 ASl ABILE / ) £ m;w
oIBtof| What CroFet AtAF / HBF EtQIZ 12 517 " 2 s
ol5t WOl 9B C|AT /o3 OIF /ARl Eegn & L o O R
o F=lEiS ol E7}S) )= )

Process | &3 2
Step 1 ol 5t AMEH
Step2 ™3 2|7
Step 3 o5ra £} DS Y|
Step4 =SEHMH
Step5 E&

(&4 : http://netmap.wordpress.com/about)
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Step 1| =H|

)

oS

=4 A4, & 2t

A 2+,

’

=5 g9 (o

of5t7| flah 32

SAZE I

af

‘gste 0l

MEIA AlAgIS 7

St

ot A|E0f| B7|

Step 3| 3 A=t

THAOICH St Ztol HERIR

St=

__O_

7k7)

Mot

A7t &

t

EE
~
Toll
ar

I.

o :
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BlRF 220 7ksstht. (O - e X = 9 Y oA 0ottt F&ks 0|1=[=7t?7)

o3t 7hC0| 243l SRS A D2 5712 0|40 SEES MHFITE 2t 9go0| 2 SR w2} 1
S 23510} Y5l U UEYT SES HIISHE £ TS A#t| sy Cient 2 Qe A
22 £5) 422 T (O : “AAIS| SEI LAALTF)

| "
6 5 2 ——*7 Bistnct Panchay: ~3

| —

Block Panchayat 2~ 44— Block Program O, _=
% _" ‘ |

1 . |

¢ — 4

10 > Village Program 0, =—— 15—
3 17 Village Panchayst

. Level of influence on
outcome

-

+
12 -»  LaborGroup

1 !

Q| AL M S HA AlZSHE YAt Y HOf MB|A HERR | 4o ardS 2Mstct

0.
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Case Study | Net-Map

Net-Map 2 2006 Eva Schiffer tAt7F BH= Social network analysis £0|Ct. QIE{HE S5H
TAE et At 7He| Fakt 11 ANtE A[Zestcth ZF AdEAtEE WESYT Yol IS
0|20, HER 3 2fele et} 2t
"= A2l HrfMQl Yoo

—

o LA EE A4 %'Er Net Map 2| £E21 & &}LQI “Y5ke] E}
9

2 HEE LIEPHACE (24 : http://netmap.wordpress.com/)

WMM‘— |

.M Pm 4—— Block Program OA.O

¢ \ |
N\ 8 i
% ‘\9 \\ -

|
10 Vllhgcl‘rogmmo -— 15 —

~12—0 memupl
11

Level of influence on
outcome

(&4 : Individual Net-Map 3, White Volta Basin Board, Ghana (Schiffer 2007))
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Service Design Tools

0|% 7I= (Issue Cards)

=& P MU|2 7 L ofo|C|of ZHE
9 : skill & Technique
S 1 MU|A M R

Overview | 22 U 7|c{ga}
O|f+7I=E= & W HRUAHI0|ME st CHYs M2 F5617| fIsH A2 5l= =70|Ct, 2 7t
! I

E0il= 3lilE Ol++0f Chist QIALOIE, M g, AU, O|w7tESS Sall 2A(01 Ch
St MEE OHM. = 11|*|3f_7'_ Ef% MO 7Y S R 4 ATt O] =7t UESHEME, T

2o Crojoj 12t (Affinity Diagram)
C|ZQ1 A (Design Game)

Process | A&t 1A

Step 1 aHd CIO|0{ 3l 7| M S 2E5H0] B 219| TA1Ql 2|2l =& (Affinity Diagram =)

Step2 2t X|2I0] T3t 7444 0f0|C|0{SS THBI5H0] O|4FI=2 Ha)| - QUAO|E, A,
b, g
Step3  Ol47l=2 223 0|4 28 L =9

£ : Servicedesigntools.org / 7t 7| YWECHSHO] TSA AMH[AC|RFQ! / AIRIQ] SILK AtHIS 2 2510
x|.|7:| E'_|o|- LHRO|L| |:|..
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Step 1| CIZIQI 2| =&

T/ 'H'
2lMz| 2 Solf sl AH| A0 CHEE CHASH OFO|C|O{LE QIAOIES S &OtLH L, 0| A2ty
= Qoj2|E2 Heldlie ‘2Iste 24 (Affinity Diagram)’ Z2M|A T} M3 E|00f ST,

SILK 0fo|C|of 3|o| 2t TSASE74E I8t oto|H|o|4d

40

Step 2 | 744 oto|c|o] ||zt & 0| #7t= H2]

NYS St G2lE OoIt|oES 7tE| 12| B2 FA|el5t0] 0| 7t=E2 Felsh= ThHAOIL.
w7IES U ST FA0] OrAR[0f A= A OtH AT, L2 =0|5131%} st=
AR HE EE5I0] 0| E 2Tt WA SR A 2Tt 24240 OF0|C|O{ER =2 A0fA]
i k=

—

ol ¥ 0@ © HO

5LY |

Showcasing work-in-progress is a great way of
communicating value and getting buy-in from
stakeholders. One of the advantages of a design-led
«  approach s that itis visual and can be presented
back to individuals or groups who are central to

the project. Opening up the project to an external
audience may encourage the presentation to be

of a higher quality. It is also a great opportunity

o collect feedback. Consider who your audience

is and whether you want to communicate in an
intimate way to small group or use a format that will
communicate well to many.

TSASEMME /st oto[T|of Ha| a3y SILK Method Deck £ 3tLt (Communicate 222
Exhibit O|f+7tE)
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Step 3| =%l Ol 37 % =2l

0|27 BHS0IZ Ol47HEL 2t 0[430] THE OF0|CIOS 0| AZtZOR, B2 o
5h/0] 97| THR0| MEIATIZIQI ZRMES S E US| HRY

0
8% 0|2 o517 Si0i, BIHORE AASI0| HAIQl HHS 25T
SE2E B8e01Y 4 Uk

SILK Method Deck & 3/2|0f| &&35t= 2& SILK HAIOIE
(http://socialinnovation.typepad.com/silk)

Case Study 1

‘Service Design for Airport Security’ by Jamin Hegeman, 0]7|&, Kara Tennant
(ZHd|17] B2 cHst)

o] ZRAHEL Jyo| Y WEOHUTO| 2ot HAAS ALt OIS 52 AV 517
9l5t 0f0|C|0f EE AL 29Tt B 7K oizf TRHES 0[Zof L CII 552
I A8, HES, AHIABNS H5ta U 3, 2k 27 H2 of2f IOl 244 ofo|CI0fS S
Ct. 21 OLO|C|OfS2 Ol4+ 7}E0] 7|2510f WEQHH=ZT Of0|CI0jS ZR3HD, BEHHT Lol

ME&E 2 Z0]| Chall 20| HistE AHH22 71 = AES 2B AT
0

. 24 7tE0f= OfO|E[0|E Bt A7 2|2t 2

[y i

o®
(,0\‘“\““ %

sliding Tray

Carts

O Z2HE AMAY : http://jamin.org/service-design-for-tsa/
I2f|HE|0| M 2t= CHRZE : http://jamin.org/portfolio/service-design/tsa_FINAL.pdf
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Case Study 2

'SILK Method Deck’ by Engine

Z2HES DE B0 HUEEE
23 O3 MES HLstn HAEH
2A517] 915t 222 71 SILK £ Solct,

2tnalq 1

Engine http://www.enginegroup.co.uk/projects/pcs_page/building_a_social_innovation_lab
2tnglq 2

SILK Method Deck http://socialinnovation.typepad.com/silk/silk-method-deck.html
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Design Activities : Evidencing

ZH3}7| (Evidencing)

25 1 AMH|2 744 U ofo|c|of K

—Tr
4 : skill & Technique
S MH|A FAEHE S5 nHYES =kl

Overview | 34 4 7|cj& 2}

O[3 2A|2te}t o|AtAS S | 5tal B AMH|A 74 oj 2tk ofo|E|0f /5= 20| S2{o|ct,
7t

K=
=
CIRLOIEl E{2|EOIES S3f AH]

I_

A HHAlS EFTIEED 2424 0|0| 2| S 7St
2IAF O HFUAOM, A& 2, a3}

ot S SAAQU MH|A 245 AlZfslstet
oS 2 A0l Chet wHE ool 7hsStht. &, T A
7%4 C|

o *7f SICF. MB[A OFOIT|Of L2i|a} ThA|0f| Af

—

Y517| 7|82 S5 MEIA} ARSE 2t
il H2 40 9l Al thet 27] 2
301 7| 0|0} AjH| A FE TREEIR0

N
HU
_>,
F

o

Process | &3 2}

Step 1 AlIEE MB|A0| CHEE AlZ240]4d YAl MY
o =
Step 2 7he MBIA A[E20]1E 28|
; 5 0o O
Step 3 7HY2Z FHE ME|A0 TS Y S/ 2 =2
Service s | [:‘ Service [:I
evidencing evidencing
W) It can be difficult to communicate what a service
t(U delivers in terms of its offer, use, growth and impact.
v Creating ‘evidence’ is an effective way to bring
services to life so that people can understand how
they might interact with them. This includes creating
visual and tangible mock-ups of service elements
such as cards, website screenshots, graphic
hie 2 communications, product models and illustrations
of environments and equipment. These visuals can
encourage feedback from stakeholders and inspire
0:| .-||_I-7I-I L=| f discussion about future service development.
[y [=]
Role play
|
POSter AmemsmﬂxmesnewevGocammnuycamhaPetsmp
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Step 1| AH|2 AlZ2[0]d T4 B+

ASR|HELH EAEIS S5 AZEHE MHIAZ 7 AIB0IM Bi7| 25) 2atet 7|we MY
Bh CHAOICH MBIA R40| Al2t3tel TREEIIS 08510 A2 AIZ2f0|Ho| 7+ ZEHsH
SAlS MErBICH

Step 2 | MH|A 714t AlE2]|0| M

MBIAS 714 AlZ21|018 51| 2l EHIots THAIZ HEISH 7| /ol et 24 Yol Fafritt,

(£4] http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum )

Step 3| 7H4O2 FHE AH|A 38 U =9|

Al22f 0|4 MBIAS A H 22 =2|5t0 EA|H S 20tU= THA|OITH LERISOH HIAE
E 57| M C|A0[LH 2} O3l 2tAH | A-=0] 2210 Chal =25t EA| Y-S 20t = 20l MdAlx|0f
Of SHCt.

(& : http://steveleedesign.blogspot.kr)
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http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum
http://www.namahn.com/news/2011/11/service-design-workshop-creativity-world-forum

Case Study

CROSSING BUDDY

(A Service Design "Evidencing" project from CIID Summer School Intensive 2011)

HE= HO = SAIQ] A2/ SQtZC| ZHYE 2talot7| 2ol E2t0[H 2| S22 HIE 2 M2 0| A
H3H2}0)| A empathetic T| =84S A2 5HCH

(&4 : http://antlersandanchors.ca/crossing-buddy), https://vimeo.com/28127928)

HEALTH CONNECT

%20l MEIACIZLO BIAF QIR0 ZRHEO|C) oo} ALS|ZA|S ZH & MBILE WAIO|E &
S QWS 0|23 HIHOI HHHD WS OIS MH|AC]ZIOl TREEIO|C) 0] ZRUEL
DE E{Z|HOIE DHS HAIZOI AZH2S 2HBIO2M MH|ATL O{ZH| 0|20{2| 1 Mgl

A g7l Ol AIZIEY.

m — -
Via the hospital it Online

=1L Onp, s
M ect.

(&3 : http://www.enginegroup.co.uk)
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Design Activities : Co-Designing

213t (Affinity Diagram)

D MH|A B O 9zl A2

: Skill & Technique
: 4 A otolciof ZHY

Jio 4o Ao
23 o2 du

Overview | 34 4 7|cj& 2}

2BHE 2 Ch| Hlo|E{L} OfO|C|0], QIAOIE SO 4B HTY USS Sof YEE +UsHD 2
Zstehn] AL EILE

NH|A0| 83, 7|5, W S Cieret ZA(0) i OS] 28 Ee 0% 38 4BSS 2
Mgt 4 QUCt Eo, HRIAEY S2 S5 L2 ols2| 942 0f0|C/0jS S TR E| 30|
Lt Z2f0] H2Hg0] Tt RRIBHAIZ [T &BZo|Ct

Preparation | 43t ZH|

Y7L OI 2 AL / 2 AT 2(REO|L HE 2 E) /A LE(ZEAE Q) / BY|F

Process | &3 2}A

o

Step 1 OfO|C|Of 4444 Ol 247} O ] 0 1
Ste o b o] 7125 O O DD 0 d
p2  TE 0jo|C|ojSo| 1 E3} e
Step3  IEY HHEHO] (Header card) =5 - DD 0
Step4 2= C}o[0]12 OHE7| Y 2} H2 i DD B0 ¥ Uy

) Uag 05y gn

Process | 2| Al

>

Q2 A|Zt0| Zal= A

] =

Ol= W27 S2{LjC 20| Z23ICH poi [H
Ciost 0|2 BRE 4 s 20| 2R3, FOCOEREQC
—E_E H|'A|O| E—l’% 242_9' HO %1'»242% ﬁ|E_A'|;LF-O-IQ Al

= @29 B Amsofop st JOEm

i B
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Step 1] oto|cjo] 2Hd AU izl

2SS MH|AC|ZE0! 0|2] CHHS C]210l A0 M 215 SABHE WHOIC T3t MH|A B4
O MSE| ZMNLTIR| CIRHst 20| 20| JH53t S8 7|0l BR2HOR AszHS &
THo2 HR5H CH2 7|Hof Hish ATHHOR 47 2Alo] 22S O35t QIAI|ES T23
Wt

JSt=Ro| 2ES fliMe M Hdele #0As L= Z2HE O|s A RS0H FA|of st

E @ F24 L S0 2VIAS0A 2201 FUE AL
A SO HAE WES FAI0 U 22| Ft=EL AR
|:_|. 2t iDI-O;IZl.EQ A—IHIA ‘='A-I E_|-7;” EC‘— 9-|A-II 7HHI- E_|-7;”H=I
|5 t_q_on P22 2L} W= X 20| A HEHOA OFO]
CIOIE 27| Al2f5hs 225 A2, 20| It Ao ERIAEYS St AFLE SEAIZ|7]
& Bt}

Display the Ideas

Issues in Implementing Continuous Process Improvement

Step 3| OS5 CHECTH0 &

O| CHA[O|M= Z+2t9| ofo|C|o| DS 2R H HHOE &Lt tHE Hoj= oI7HEE2 2
& Zgtot= 90| A Aoz OF W 2 olo|C|ojst 244 o=z AZMEZ X|HCt CHE of
O|C|0E1 FEE =5 CH2 Z2{o AEILEN HOA 2 59| Mol EQICtH & 71 O|4e| A
el E7t TELEIY ETO|S S 4 ct
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S dEdE AY F 7H Ol¢fo| &S0l 22| LR (Header card)E 7121 B2, & 74 Of
SO HECHO{0f THE 27N 82| CHEEOIE 21d5t] AS+2E UL

Draw the Finished Affinity Diagram

Issues in Implementing Continuous Process Improvement

Do il

Lackal T
[EE—-

Seme perpls mill Lckal blmap

bymuragena

D crllecrizn
[r——

Everpanly ek
e buime

ey — Freamare tor Heed vew date
B kel - -

Urseadiati:
Jroyee

Hel 1n e Diea’Kners sl Tob b Wt s e reswande
bears [ea—— [

Bebavier
e fcasnns may protden betzn Stvm paming

ke binger dun bine: hrirsirirant
amailabiz

Lack of eug evnent
r—— Ton rany
o s

Lack of wustin
e prmcens

Step 4| Z3} 2|

OiE ©o] S Sal A5l HAS °41M|94 Z2|otzl ofeliet 2 2|F 2iltes =0t 4 of
O[C|0] & OfO|C|Oof Z1FOf Chist 2|7 A2 J&&A S& ECt B Helst =R Y & 2

s gelet =RUEI} 2|1F 2U=0| =t

How to get an unprecedented share of attention
in Beijing:

WHAT GOT IN THE WAY OF SEAMLESS PRODUCT  PRODUCT DEVELOPMENT PROCESSES THAT DIONT SUPPORT SPEED)
DEVELOPHENT BETWEEN COMPANY{AND  RELEASES AND HISHATCHED EXPECTATIONS ACROSS BOTH TEAHS

COHPANY2 N THE NOW PROJECT? MPACTED OUR ABLITY FOR SEAMLESS RELEASE.
o 1, tie into event values unity/ hamony
WE SUFFERED FROM OURPRODLCT DEVELOPMENT PROCESSES AND PROJECT / -
INEFFECTIVE el \(ANAGEMENT STYLES DIDN'T SUPPORT SPEEDY RELEASES,  gross-cultural exchange
COMMUNICATION. ¢

] global outreach

environmental impact

» 2. dramatize the event: build anticipation & spirit

package great events

bring event into the store

promote/support athlefes

» 3 treate great onsite - faciltate event coverage

THERE WAS AMISVATCHOF g exDerionces
EYPECTATION ACROSS event tactics p

BOTHTEAVS.

provide logistics, assistance, comfort

e 0 host fun events
COOANEATE ALY H&%‘ﬂ
TR i o help build great spaces
I, VEENATECF

£ . .
T ue o showcase new products

TBOUTS

build participative experiences

o 4 get consumers involved-

make customers ‘famous’

March?2, 1988
engage kids

give them community destinations

sponsor contests

repackage products for event

» &, Create souvenirs &
collectibles

‘o design collectible pins
. . . o E=| YA =
A:‘fmgy d(l)ag){fjmﬁa oEOH T_: ol fED: ol “o other collectibles, limited editions
2 Aol HHEAE 20f71l+o%TMEL

offer event-branded souvenirs, giveaways

(g?ﬂ http://jamin.org/service-design-for-tsa/)
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Case Study | Foster flow at the airport security screening stations

ChS Atell= 2007'E CMUOHIA 172 72E IS “Z8 QFMAMHIA JiM7S QIH MH|ALC|ZIQI T2
HEO| Of| A|O|C}. ZtM|SH LHE-2 CHS ALO|EO|A 2HQIS 4~ QUCH (24 : http://jamin.org/service-
design-for-tsa)

Affinity Diagram Z§f2o2 e 2 2YUs ¢ Affinity Diagram 282€ Insights £ 2rAstD,
s 7|52 ZC} J125E Design principlesS =&3tCt.
3 4

(_o““‘e(\ov %

sliding Tray

@
0?’0
<« 3
S\a&\"“"

Signage

101UOD Ul 953

s1a6UdsSEg 03 BILNUNWILOD

Principles@} A Sl Ot0|C|0f AH|2|7t He|el A Principles@t HAHE HAFIEO= TRl HET}
A 7t HELE Tt My 52 2510 2doz 12

4 =2 Bt

g
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Design Activities : Persona

AL} (Persona)

=5 1 Mu|A 74 A oto|C|of iy
59 : Skill & Technique
T2 1 MU| A AFZA} O E OF 7HY

Overview | 34 4 7|cj& 2}

1124
[ ol
9| AtE(2H))0l| HSotH AFZAL BRE 24 S Sall L8[ Asnt FH Y&Of oA dEt &

7|E HSH22M TRHl oJAF 2Yol| =F50| &
O|MASL| BIHF LS THTf.

=l

ALl MH|A0| E40FHe Q40 Tt TE
o o

Ct. fE5H 7HEAL, TR0 &

il:l—n_'ll_ ||_E|_

AzHd

HALEQF A2tz 7HE S TS 2Tt
APE A T2 (User Profiles

ARt ZROIUS QITEASH HE AR, 0|2, Y, A RS2 S B 4422 P40, O
240| 7} Ab2t5t HBHOI AL 2t EFRIOIA BIEE 2SI} BT HALL 4L H0| ALRE|E 2
2, o 2275 HES MastH M| 9is e

ol
BN M

oy
0% 0

ALE2F Hst D (User Role Model)

AEZL gt DEI2 EY ALEX &9 £42 Yitstet= EMot= 7|HO|CH B[R} L=, 24
A, 7|CH, Y STHE & LBHHOI EMHS LIGSIC ALEA} e RRI2 ALEAS| SHE EoH6tA| &
O, AHE S7|2t ME|AV 28 E|= H & 52| S2% 29| MEO| OfHLCH MALEHH A
Al AH[AtZ BHE|Z| Q47| T 20f AA|ZH0| Bo{RIC,

|0

A2 MIE3E (Market Segments)
A MEsH=s OHAHE YA 2 ALEEICH AFRZIC| QIFEA|SHH HEE S =2 A|26tH,
TOf THEA 0} A|F FLOHCALOY| 2HZ EC BHH, A L= AMERS| 282t 57|, s IEH0| 4§ &
2 AEo|ct

(o) .
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Preparation | 4134 &H|

AtEAL 22 O|E{ 2} QIE{ 7 CO|E S 7|22 TALt 7Hd 2+

m{ALL 7Fdo|2h?
- ALt 7f**° N2 o, ¢l .
- AA2 HES 0|8 #st AFRZIC| Sl THES HIEIO 2 A|2F
- 2t HALLO| $iE THE 2 HEt

==

o
-r
gl
i

TALLE 93t 7|2 22 Atgt
- 0| S48 7121 AtE0| O] MB|AS AESH=71?
oAb 0ol Lm0} fE THS 097 v
- Ol SRl AHA HSS ZHASHOF SH=7t?
- O] EtJol 8tES AN OF St=7t2
F\ars‘name Lastname (Primary Persona) Project et - Pervora Type
"A quote which summarizes the perfect outcome after
using what we're building. How can we delight her
with what we're doing ?"
H&d-.f«“i\l"ll. L,;’J}AL ) °
- WHAT'S ON HER MDY
OUR ULTIMATE GOAL
Process | &3 2t
Step 1 #S g% Tfo
Step 2 QUEF 2Ot AT A4 2| THOf
Step3 SR S IfE 24
Step 4 S IEEY
Step5  HHO| AN - 2tEl YuE Qledh
Step 6 WS MEHIL 2 SYS SHULE M 43 2
Step7 HALZH AH
Zo|ApgH
o HEA| 2IMR| YoM 2Tt AEAIO| WSS Hf%*gi_%ii% EE5HoF Bt
« Halls SY AZTU S S0 T2t ChEA| A 2fsf{OF ottt
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| AFE o] s& 1t 7|50] 22Q171?)
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QA £/0f, 225+ WS THEI0] PAQIZ| T & 4 QUCH

Step 3| 22 ¥ I £4

2t S HADICH AR 1B SOIBITH 671~87H HEo| S #aolH B4 22 1E0) &3t
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Daisy Bead Company Persona - Sara Locke (Primary)

Background

Sara isa 25 year old,single woman living in the University District of
Seattle Washington. She of average height and buiild, fairy athletic and
has browvn hair and green eyes. She is unmarried but has a boyfriend of
2 1/2 hears and they are starting to think about tying the knot. She
lives with her roommate, Katie, and has 2 cats,Bob and Rufus. She
working in the marketing department of a high volume airplane parts
manufacturer in Everett, 20 some miles north of Seattle. Her hobbies

Computer Savvy 3 3 2 g 3 o
ek e include dancing, mountain biking and snowbearding. She loves going
tothe movies. She alsa loves to shop.

Wob Savvy

AAE Web usage

Online Shopping Sarv;

pr 2 ! Herinteret usage is limited mainly to work related functions and &-

mail. She has a hotmail account for her personal correspondence and
uses italmost every day at lunch and sometimes on weekends or eves.
He has shopped online but only a few times, she often finds the process
canfusing. Because of how she neads to use the Web at work she hasa
pretty good grasp of how most things work, she considers herself fairly
savvy as she uses a mailing list prcgram and spends a bit of time on
marketing typesites She doesn't enjoy spending a whole lot of time
on the computer, 5o she prefers to get on and off quickly, and fikes
those sites that help her do that Sara likes 1 simple and straightior-
ward.

Online shopping

As far as shopping sites goes, she likes Amazon, and Nordstroms, but
doesn't have a whole lot of experience with others. She uses these
mainly for gifts and would prefer to hitthe mall or downtown before
resorting to shopping online. Often times she may look for some
information about a particular preduct online and then go pick it up (or
not) at the store. Mostof her shopping experiences have been limited
toresearch and information gathering. When she has made a purchase
she finds that sometime the processis a bit overwhelming

(&3 : http://userpathways.com/2008/02/user-stories-or-personas)

Kivio Users
The researcher The Sysadmin The 0SS developer The CS student
Alexander Weil Donald M. Berry Kristian Larsson Eric Neville
30 £ 2% %
Germany us ‘Sweden France osc)
girl-friendinaflatin  and 1-year old daughter apartment with two  ina small Gty close to.
- Ho Lyon Hovehaihe ot [P———
o Often, he Iflemncons Frustrations & P Rty
Uppsala. They see each  stays at his friend's -
other every weekend. apartment for playing PC
 dayjo computer science.
T Sed s he
time. programming jobs for
people in his.
Computer Experience Al are highly experienced with computers.
Time at a computer per 35-50- 30- 25-45 hours per week
maek I the leamer Sandy Kelchwick
Computer tasks
network administration.  recreational. Also edicational, .
office. recreational, and network T interetod
tasks, educational, and  administration and office. administration.
wvenrvcrationel. Does not use for office.
work.
Rolation to 0SS Hels of
0s5. development. 0ss.
Requirements wrt highest claims. ‘easy-going eager beaver.
diagramming 5
Frequency of drawing Twice per manth Once a month Each 2 month
diagrams
Diagram main type Al
Siz0 and complexity 15 15-0oloments, 2-5  15-20clements,2-3  15-20 aloments, 2-3
levels, &-9 shapes. levels, 3-7 shapes. levels, 3-7 shapes.
Diagram purpose and 3 the IT:
context Job, never for himsell.  himsel{but, slsofor in university.
formally presenting. ot for himself, as work.
input o for any jobs
Current diagramming Visio. Pen and Paper. Dia, Umbrello.

(http://wiki.fluidproject.org/display/fluid/Persona  (http://wiki.fluidproject.org/display/fluid/Persona
+Format) +Format)
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Case Study | Format (Summary)

Name - Primary Persona

Tagline
Photo Background
* Age Main Points
* Role :
* Field of Study
* Level of Computer
Expertise
Goals
Frustrations and Pain Points Narrative

(A few personal details and "a day in the life" in relation to our
domain, course administration and content management.
Probably will include quite a bit of info on LMS use initially, but
later on may include more abut uPortal)

Scenarios (Titles)

Case Study | Format (More Detail)

Photo

Name - Primary Persona

Tagline

Persona Scales

Scenarios (Expanded Version)

Teaching (or Studying)

Working with Colleagues (or

Organization (or Class Structure) Working in Groups)
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Service Design Tools

I AE| (Poster)

=& MH|A 74 L ofo|C|of 7
9 : skill & Technique
=2 . AH|A ofo|C|of At

Overview | 22 U 7|c{ga}
O
=

0|1 CHQFSt S 2 S 5t o
ot 7|21E Als et

MRS dEote 7|-O|Ct ZARE Eof oy

TAEHE 20| 9I0] A2 BES S5 YT o
BIQI YO MH|A 0f0|C|0j} B4 ALOl2] BHS 0I5

ME|A "EAE"= MH|ATE Y22 of L—P* LSO Z22H & AZ20| 422 MH|AS| O|HE
AeS g 4= UCk= HollM Tomorrow Headlineset FAFSH H8hS S}, Lok, ZAE{Q| HWSHE
Soll M22 AS2S G Ao Y5t 2B|AS0H F2 AA S dUHSRE S&E & ULt

i/ [E]

=no

Tomorrow Headlines
Evidencing
Moodboard

—

MH|AC|ZIQ] E0|L} EHHZ0| MBHE! 4 QIO
ot -0l ZAE] A2} O] THAOf| 2 &

= T

dAMHo2E JUHo= AN QUes ZAELL SUSILE A L Z2HE ZHI T Tt
0| 2I3

=0
o -
B
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Case Study 1

‘SHARE WAY’ by Valentina Novello and Peggy Thoeny at Interaction Design Institute
Ivrea

SHARE WAY= A|g =0 ofali FR2 QHAet &fs ME[A7E A|RUSOH HSE == ot &
ZHEO|CE O] MB|2Q] S22 U WES 2&t5t7| flol 7HY akEol2ts tierE Alsste A
O[Ct. CJAtO|LA0]| ofsh ESO{R LAES2 AMB|A OO|C|01 S EF5HALE, Al NS0

MB|AE st ol =30| ZIUCH

‘Vado dove mi pare.’ 'Ti va un caffé in ceptro?’ ‘Autostop? No, grazie’

Anfla, 65 anni

ELUAY SHAREIWAY SHAREWAY

ovunque | sempre | sicuramente ovunque | sempre | sicuramente ovunque | sempre | sicuramente

(http://www.designinginteractions.com)

Case Study 2

‘Visualization tool for design plan’ p.17-23 by Francesca Valsecchi

0| £210|=0f|M HdYoct= ZAEO| Fol= T3t Tt
o EARE HESH AY A0 YYo 2 AECIE AN 7|Y5tY| |2 O|0||0|C},
o EAEO A A0 = AlZtHQl He SHA HAER F 0|0p|9] A & 2917|E £ E St

BASHE S AFESIC
« EAEE AISE|0{0F S MB[A0] Biet 9F£0(2F Z £ O|D|Z|0|C,

—

. EAEE MH|AO SHS 0|2 H0IRT| QlA] AlZFHOl HD} AOj BIAIRIS SFBICL
BiO MiO
? -

BiO MIO isaService
people to Ol’l'ﬂ commun S and
orgamc products directly from
pmducers Wh ere

(http://www slideshare.net/urijoe/
visualization-tool-how-communicate-the-service-design-concepts-presentation)
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Design Activities : Prototype

a2 EEIY! (Prototype)

=& MH|A 744 L ofo|C|of 7
59 : skill & Technique
S MH|A FAEHE S5 nHYES =kl

Overview | 34 4 7|cj& 2}

7Hgt apAoj|AM =& Of0|C|0|E A|Zt5}5t0] Al M HASID, MH|A RES A&25H= NHCR
M AH|Z} H|0|E{ M 0| S2{0|Ct. MUH|A {8 T2 M|A LY BH=22{Q1 0| 20| 7+551C
(Mock-up)2t SAFSHLE SR 1F 22 Low-Fidelity BF Q= 242 OfL|Ct,

D2 EEIYS Sl FY2| MU|20] Ciet 2SS Sall OfsH2HAIAL B AH|2te| Hh3-S 2Hatg 4~
ULH. M2k, AMBIA TR 2HY & 0| Taf CHfet Z22EIYS HES22N 2

H|& 2RO +YO| 7hsotht. o, Z2EEIYS JHLAHC 0], AR|L|Of, OFAE])S 2t ALE At
(22H) 2t AF HUESHA| BICE MB|A O|5H2HA R} L NZHO| Ip4Ql L| 2ot 2H & Iotsty
MB|AS i dstet 280

D2 EEtYU 2 D2 EEtYe| ¢
o MH|A N 7|2 EE + =500l 24 oF7|
« MHA VN HIE TS o AH[RO| 2 7|UA| (EZEIYY0E =+
« AHIZHYOE S0 Yo o=y st 2 22229 7|Oh)
« AH|ZF7|CHAREE 2l « MH|ACZIO|HS| Z2EEIY WIS Z 0I5t 23
« AHZHUEE EF « 2(E 222 Q0| Z2EEY THAOM ARl 2F
 MHAVWHE EZ o M MH|A JHHNLEUSE AZITHE 220 QI8
RS
* Low Fildelity Prototype * Mock Up
* High Fidelity Prototype » Sketching Prototype
* Paper Prototype * Interactive Prototype
* Rough Prototype * Experience Prototype
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Case Study

‘Townplace Suites for Merriott' by IDEO

“D|2|0{EQ| &7|E=SEIQI 'Town Place Suite's E740| £240| ZH2}7| HZE|AS )

D240 LIRS £ A7 40| ALt IDEO= 'E Y0l CHSH = 'E

E0| HEAUE o Ex240| HF0| Cist EEMS AHS ot =

49| 2 Touchpoint 0| d2|Z|/U11, ME|ALL He Z72HS JHEs 4~ QUACEH

o|2, 2H|o| B2 SH0|2ts L2ECH ' 7HUA LI =5 I RS

O] 2l EfME0| Ay 248 A9 Y259 A8 Yo 21, 19 HEO DIY

Concierge?} 7tsstl 2tE SA10| L0 Y= A&7 2H|0f| SRUCH HAUES HYO|

7ts8t work/live 2i|0]0tRS C|AFQISH0] H|RL|ARL FAI0| 25 7t56t 372 TIAIQISHUTE

IDEO= Marriote| 023} OjL| =2} SHH| Rapid Prototypings 7RSI 244

‘early feedback loop'2t A3t H|E2 £0|= LHS AFENCE 1:1 AALO|2RS] MDF Mockup=

Sl F2 7|s=S MACE FZA|7|1, A YL 22 MHIAE HSE22A 2T HAA

o| H|Eg &2 =Lt Ol2{st T2 EEI2 010|C|0{0f| ofsf M o~ U= BAHESS s &8st
5

S ToOo= &M =
S0 ofL A S0] 2 7 o &2 OtLet ANSS O{EH eAIZE & U2/

u
4 382 7t

v 4>
inl
o
re
e
nn
Ul

=
A MDF Mockupg E5i
=+ AU

W
mo &
[y

23 TIZL0[U7} O LI MBIAE OIS 4 U271
(Designing Services with Innovative Methods
2009, Fran Samalionis,
A IDEO MH|A T|20| L)

*HAL HE hitp://cafe.naver.com/usable/1283

‘Townplace Suites for Merriott 2¢f 2! Z1t2
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Toolkit Index
st= 7LICct &=

i

A8 T2 EEHQ (Experience Prototype) -+ 01
DZHHHX|= (Customer Journey Map) --- 03
15 AARX| (Group Sketching) -+ 10

C

=7| BHEZIA (Motivation Matrix) --- 13

=
HIAIZ|HAE 0™ (Lego Serious Play™ ) --- 16

O

ofel=2 (Mind Map) -+ 18
BECHE (Moodboard) -+ 22

A

A== HIOIZ (Interaction Table) --- 25
MH|A Z2EEFR] (Service Prototype) -+ 28
AEZ|HIZ! (Storytelling) -+ 31

A J2|= (Task Analysis Grid) --- 33
(Role Playing) --- 35

JZE (Role script) -+ 38

At 24 (Actors Map) -+ 40

7t= (Issue Cards) --- 44

© 919 1810
> M

Ol
Ao M S O

t7| (Evidencing) --- 48

[o]]]

M

ISt=5 (Affinity Diagram) --- 51

r

II

mALL (Persona) -+ 55
ZAHE (Poster) -+ 60
IO2EE] (Prototype) -+ 62



Toolkit Index
Alphabetical Order

A
Actors Map (Z&tX} o) -+ 40
Affinity Diagram (RIZF=H) --- 51

C

Customer Journey Map (DZH{&EX|E) --- 03
=

Evidencing (BH3st7|) --- 48

Experience Prototype ( iel Z2EEY) - 01
G

Group Sketching (& AAX|) -+ 10

|
Interaction Table (MSZf2 H|0O|E) --- 25
Issue Cards (0|#% 7tE) -+ 44

L

Lego Serious Play™ (2l|ZA|2|0{AZ2{0|™ ) ---

\Y

Mind Map (OIQI=®) - 18
Moodboard (FEEHE) - 22
Motivation Matrix (57| HEZIA) --- 13

P
Persona (HAL}) --- 55
Poster (ZAE) --- 60
Prototype (Z2EEI2]) --- 62

R
Role Playing (8&=) --- 35
Role script (H& AFEE) --- 38

S
Service Prototype AH|A ZZ2EEIQ!) -+ 28
Storytelling (AEZ|EE!) --- 31

-
Task Analysis Grid (H2 241 J2|=) -+ 33

16
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