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A few things to begin with...



'm still learning.



Systems, Service,
and Interaction Design






| have 3 jobs.



| have 2 kids and 1 wife.












Course Description, Outcomes,
and Deliverables
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Course Description

The main objectives of this course include learning about service design and creating
a service design blueprint for your project on food. Students will plan and execute design
research in order to create a foundation for their solution.
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Course Qutcomes

The following outcome statements articulate the competencies, abilities, and skills
a student will have as a result of completing this class.

Students will:

= Understand the unique elements of service design

= Use ethnographic research methods to collect service and customer data
= Use customer journey mapping to frame the design problem

= Be able to create a service design blueprint for your project on food
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Business and Social Goals

Social Innovation Evaluation

Viiittan Propozale

A for a wocial ¥

houkd directly anewer theae qusations:

= s thers aclear nead for the naw produot, service or system? How can wa bo surs?
= Has the design team davaloped a dopth of facit knowlkedga regarding the domain?
= Doca tha dasign toam hasa “kin in tha gama® - monay, tma, and affcrt?

Utimataly, the audiance of a writtsn proposal should ba sbla to anawar in the affrmativa to the
‘quaztion: 'f | ware going to fund therm with my awn, parsonal maney - would 17

A writton proposal for funding should includa the following content:

Executive Summary. Includas 1-2 ssnance
Fitch, produat or servi markat

Financiala. Doacrbea hay aseurnpions, nd

daesaription and approximata sizs, targat
cuntomers, key growth statistice, summary of
financial medal, funding neads, and 3-6 year
catimated revanuca & incoma projections.

Table of Contents. Includes paga numbars for
headings, subhasdings, graphs and indeas.

Venture Ove rview. Inoludes verturs
dosaription & business madal, and a clear
ioulation of th val ition (a clear

for the frst three yoars
of opmlnm. Theas projections dascriba
oparations, cash flow, timetable for brask-
avan, and goals for funding (such as norrprofit
grants, dorations, fe for sarvica, govemment
support, voluntear labor, cto).

MarketAnaly sis/Market Strategy. Inoludca
a dasoription of tha market sza and target
markst. Dezoribes segments being targatad,
current and projeciod market shara. Alao

statament of the fangibla reauits

Iysia and markat plan;

gata from wsing tha product ar service). Also
dozaribes oumant funding status and sourcca.

Social Impact Analysis. Deacriban tha social
impact and social value of tha produst or
BANVioa.

Product/ Service Description Descrbea
customer need, cfian using scanarios 1o
nlum how tha product fils the muﬁ Aho

r

mm deacrbx analysis,
prioing -unngy advertising and promotion
plan, and timetable/ gantt chart for entire
peoduct rollout.

Performance Benchmarks. Outines the
dvelopmert of aystem o track, moritor and
avakista in ordar o underetand and avaluate
the performanca of the ventura,

Risk Assessment and Contings ncy
Phnl D-onbu ﬂmllqﬂll risk factors

majo
of product o senvica, and includos

ind the axtamal

Prazentations and Pitohes

A naw or irdavalopmant sccial innovation pitch shoukd drecty address theas concerns:

= Doea the preacniar undarstand thair audiance - have they considared what the audience
already knows, carce about, or will be most intercated in?

= s tho prasanter visibly passionate about the work they ara showing?

= Has the presanter quickly providad a sucoinot, diract, and articulate view of what thay are

making - and what they are asking for?

= e the prasantation using the 1ima in away that ooudn' ba accomplishad without an in-

pamon mesting?

A presentation doasn't hawe to invol

and the leas rali slidea or other

autocratio preacntation mathods, the better. If a prototype of tha product, seevice or system
axists, show that instaad of using a prasentation at alll

presentation shoud inolude the kvluwmg matsrial - but should have no more than 50 words,

nml on the elidea that are preacnie,

Introduction. What is tha designad
innovation? Show it as soon as possiblo,
dazaribe &, and ambed it firmly in a human
socnario of use casa toillustrata tha emotional
valus & providas.

What do you want? Describe what you are
asking for, in simpka terma and suacinctly.

Product/ Service d

Social Impact Analysis. Deacriben tha zacial
impac and social value of tha produst or
sanvioa.

How far along are you? Dasoriba how far
through deaign and davelopment tha work has
progresacd, and what e ft to do.

Mlk Deacribea kay assumptions, and
R sy

Dasarbes - and shows - customer nesd) ofen
using ecanarica to iluatrata how the product
fil tha need. Include quotsa from actual end
uaers, video from people using tha product

or gymtam, or - bazt case acenar - allow the
audienca to actualy ry tha dasign.

Aleo smphasizes major featura/bandite/
limitations of produst or service, and includas
supporting nbm-hcm uch as renderings,

dagrame, screanshots, ato m.n.mé curreet
lovel of complation.

md Pans %o
miﬁum ha erthed riaka,

Management and Organization. Dascribes
structure, toam,

atoto
ilustrate omrmt e tord & of complation. Go as
doop as the audiance requirea; if you have
tachnologists in the room, deacrbe the

and mertorehip or advisory team

that supports the idaa.

for the first three years

of oparation. Theae projections dasoriba

oparations, cash fiow, timetable for brask-

aan, and goaks for funding (such as nor-profit
donations, & for sarvica, govemment

support, voluntsar labor, sto).

Next Steps. What happans nat, presuming
you get fundsd?

acs
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Research Plan

Overview

Key Questions
Participants
Desired Outcomes
Methods
Schedule
Discussion Guide
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OVERVIEW

WGU's mission is to make higher ed to more i It is looking to increase consistent
student engagement to support a graduation rate of 60% by 2014, To do this, WGU seeks to understand the
current student experience, then to improve on it through a number of potential touch points paying close
attention to the online i frog will seek to the realities of the student experience through
contextual research. Based on our findings we will identify several areas for improvement, generate ideas for
how to improve the student experience in those areas, and finally, refine a set of concepts that WGU can take
forward

KEY QUESTIONS TO ANSWER
We will investigate aspects of student behavior within four major phases of the WGU experience,

Motivation

1. What motivates people to go to school and why did they choose WGU?

2. Who or what motivates students throughout their degree program? What motivates some students to keep going
when it gets hard but not others (i.e., why can't some people stay motivated)?

Orientation
1. What works and doesn't work about the orientation and planning process?

Engagement and Learning

1. What works and doesn't work about the WGU learning model? Why does the model work for some students, but
not for others?

2. What works and doesn't work about the WGU Interactive experience for different types of learners?

What are the optimal forms of engagement for different types of learners?

w

Graduation and Genmg aJob
What role does graduation play in goal-setting?

2. Whatvisions of success motivate students?

3. How does the vision of getting a job or increasing their pay stimulate and motivate students? What's different for
students that share this vision but stil choose to drop?

4. How can alumni contribute to the next-generation of WGU students?

And, within each phase we will explore emotional factors that affect student processes and their relationship with
WGU.

Discouragement

1. What prompts discouragement along the way? What causes frustration? What makes students feel helpless?

2. How do students and mentors react to moments of discouragement and frustration? How do they work through
their emations?

Help

1. What methods and tools does WGU employ to help students through rough times, inspire them, and get them
back on track?

frog



) 'DSE202 Curriculum

Research Summary

frog design
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Customer Journey Maps
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O'HARE EXPERIENCE RECOMMENDATIONS « 1IT INSTITUTE OF DESIGN

The O’Hare Experience Airport Journey Model

Shows physical “touchpoints” or discrete experiences where activities occur in a traveler’s journey with the airport.

PAGE 4
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Customer Journey Maps

The O’Hare Experience Airport Journey Model

Shows physical “touchpoints” or discrete experiences where activities occur in a traveler’s journey with the airport.
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Customer Journey Maps

The O’Hare Experience Airport Journey Activity Categories

Activities in any traveler’s journey fall into four main categories, which are defined by similarities in activity goal or outcome.

Departure Scenario

Navigation

Wait Time

O'HARE EXPERIENCE RECOMMENDATIONS * IIT INSTITUTE OF DESIGN + PAGE 7
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Customer Journey Maps

The O’Hare Experience Airport Journey Activity Categories

Activities in any traveler’s journey fall into four main categories, which are defined by similarities in activity goal or outcome.

Preparation Navigation

Activities completed Activities within airport
prior to entering airport in area moving a traveler from
preparation for journey. one place to another.

Extension Wait Time

Activities within and be- Activities within airport
yond airport that contribute that fill time when traveler
to lasting impression. is not in transition.

O'HARE EXPERIENCE RECOMMENDATIONS * |IT INSTITUTE OF DESIGN + PAGE 8

20 | Introduction to Service Design



) 'DSE202 Curriculum

Customer Journey Maps

Existing Onboarding Process

CURRENT CUSTOMER JOURNEY MAP

Customer Wt wait  ConnectTape.
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Customer Journey Maps

Contain The Onboarding Process

“The user thinks of this as one process,
but we've divided it up into 3.
Multiple systems, multiple windows CCURRENT CUSTOMER JOURNEY MAP

-

wife _ pife

+ 2%

CONTINUED USE

The existing onboarding experience is divided by

won

three separate systems, with a myriad of windows,
overlays and tabs.

Recommendation - Single window:

Contain the entire on boarding process so that it ' -l o H»‘-_ ”7— “ —— |
happens within a single tab of a single web browser
[ “7‘! H = H = -

TinaE usER
oemunes || R o

window. This would include finding ways to contain
the following actions, features, and offers that
appear in separate tabs or windows:

- Activation Platform

- Captive Portal

- Software Installation (In Captive Portal)
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Customer Journey Maps
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