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Abstract. The current crisis conducts companies to seek seltions for
growth. In this context, the still new field of Sere Design (SD) is gaining
more and more attention. Easy to use and basedl@barative processes, it
enables to achieve quite quick results. HoweverSfeprocess is mastered by
few actors inside organizations. There is a neesttde up the process to the
whole organization. To achieve that goal, SD nedds undergo an
industrialization process. What's more, doing SDjgcts is not enough to
change a company. SD has to be linked to transtiwmatrategies. This paper
introduces a dedicated framework which is basetbonbasic components all
along the Service Design process: Knowledge, Soétvtaols, Communities
and Places. The paper mainly focuses on the firgtdomponents. It will be
illustrated with a complete demonstration during session.

Keywords: Service Design, Knowledge Management, Service iation
software, service strategy, collaborative procesktaol, innovation places.

1 Introduction

Considering the manufacturing slowdown of thesé d@sades [1], the deep change
of our economy and society towards services, ared fblicies that have been

advocated over the world, the reindustrializatisrsiill a challenging topic. Service

appears as an interesting economic, social, enati@sponse. Companies seek for
new sources of growth beyond the mere productiotangible goods and value of

utility. They have discovered the strategic rolesefvices and try to strengthen their
culture and strategy towards this direction [2].t Boey are completely disarmed

against this fuzzy notion and the way of findingpogunities, developing and

deploying them [3], and even more against the redgujlobal transformation.

Service Design [4] is useful to address these ssdués a relatively new approach.
Most of the Service Design process is done duraipsorative workshops, with the
use of tools and methods helping the co-designhef gervice. But they are still
handmade. Capitalization, semi-automatic analypimcess acceleration, remote
collaboration, indicators recovery in real timeg.edre thus not possible. Moreover
launching a service (successful or not) does namifer a company to undergo a
sufficient transformation to survive or grow on @d run. Some Service Design
projects enable to reach both goals (as the Gjggesidsurance company project, in
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Norway, that has succeed in shifting from a puseiiance point of view to the design
of new services for people aged 20 to 30 based ban&ing and insurance bundle
[5]), but most of them don't.

This paper introduces a systemic framework to brangcomprehensive and
equipped approach of the service innovation protessompanies. To respect the
paper format, we only present some screenshotthbugession will be the occasion
of a case study demonstration. Section 2 preskatsdrvice innovation [6] approach
as a holistic and opened [7] but still handmadectpre. It starts from the general
Double Diamond diagram and proposes a framework dkals with the necessary
construction of a long term strategy. Section Zitletwo main components of this
framework: Knowledge and Tools. It gives an ovemwief the exiting tools and
presents Umagus, a dedicated software. It alsodatres the two other components:
Places and People. Finally, Section 4 concludegams$ some perspectives.

2 Building a Holistic Approach for Service Innovation

2.1 A Service Innovation Knowledge at the Scald the Whole Organization

Even if is a quite general guide applicable todalsign tasks, most of the academics
and practitioners agree to describe the globaliGemesign process in the Double
Diamond shap@roposed by the British Design Council in 2005 [8]s based on 4
major phases: Discover, Define, Develop and Delffigure 1).

’ NEW SERVICE

l J' l l INVOLVES
SPECIFIC SERVICE DESIGN
TOOLS, MODELS %
AND METHODOLOGIES /
FOR EACH PHASE
l l i l PRODUCE
SERVICE DESIGN PROJECT - — —1 —3
SUB-PRODUCTIONS E ﬁ E i
l i i l STORE AND
ANALYSE

STRATEGY AND SERVICE
INNOVATION STRATEGY

Fig. 1. The Double Diamonds shape within a global strategfiection

Each phase allows achieving new steps in the intfwvaroject. At the end the
company should had a clear outcome: a brand neswative service. But the Service
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Design process has to be kept alive after the érldeoproject... There are still very
few companies having a real service innovation depant, policy and/or strategy.
Moreover, many valuable outcomes (knowledge, dedivies and interactions) are
lost after the double-diamond process.

2.2 A Handmade Practice that Requires a more Staiured Approach

To do Service Design [4], most of actors regularbe a common set of tools and
methodologies such as personas, customer joursgjgholders mappings, service
blueprints, prototyping (storyboards, mockups, Jaand business model canvas. This
Service Design methods and models are often usdéaigdeollaborative workshops to
find opportunities/ideas and/or to conceive a servirhey vary from phase to phase.
Sometimes the tool is an outcome that may be usedtlg all along the innovation
and the delivery process (eg. Personas). Sometlmdsols are just a way to achieve
a step (eg. stakeholders maps). But they all abk findings and productions
gathering a lot of information and knowledge tha st or unused due to the nature
of the materials (post-it, paper, etc.) and theprary nature of the moment (fig.2).

Fig. 2. Examples of handmade persona and customer journey.

We argue that these findings and productions agell underestimated on a long
run, and very rarely used to build a long termtettg. That's why we propose the
following framework to store, manage and analydesatvice innovation projects’
findings and productions to “feed” a continuousviar design portfolio management
linked to the global organization strategy, anthécable to achieve its transformation.
Moreover, companies’ service design stakeholdaenddre a distributed and multi-
disciplinary (engineers, sociologists, economists,) community who has to describe
and analyze complex phenomena. This leads to adfacéllaboration and consensus,
and a risk for the service and product-servicedhed on the market.

2.3 A Framework to Define a Transformation Proces Through Services

These difficulties lead us to the assumption thate is a need for a comprehensive
approach of the service innovation process anaricappropriate way of spreading a
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real service design culture among a company. Taliigginto account we propose a
new framework (figure 3) that will be partly devpéa in section 3. It aims to enrich
the Double-Diamond horizontal logic (figure 1) watvertical and systemic logic.

KNOWLEDGE FROM
SUB-PRODUCTIONS
OF INNOVATION PROJECTS

INNOVATION
SOFTWARES
ANDTOOLS

INNOVATION
SPACES

INNOVATION
COMMUNITIES

GLOBAL
INNOVATION
PROCESS

Fig. 3. Methodological framework for a global transforneatithrough service.

The systemic perspective of this framework aimsetsure the consistency
between the transverse processes of innovationcapitialization, the findings and
productions it generates, the tools that are ugeddustrialize it, the places and the
communities that use them. We are developing eatdr-ielated building block
according to this systemic perspective. The glatrabvation process relies on a very
iterative approach to design and test new senbesed on the users knowledge and,
at a higher level of abstraction, to consider @thtegic and organizational insights
and constraints to implement a successful transfttom. This paper focuses on two
findings/productions and softwares/tools, and bripfesents the two other blocks.

3 Using the Framework to Foster Service Innovation and
Companies’ Transformation

3.1 The Knowledge Findings and Productions of Seice Design Projects as Key
Elements to Identify the Strategic Constants

The findings and productions of Service Design guty is the container and revealer
of all the knowledge and data of the under consocservice. In a non-exhaustive
way and in relation to the Double Diamond phagdsakes the form of:
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- «discover » a set of ethnographic «traces » sash photos, videos,
verbatims, etc. ; a set of knowledge data stemrnong the watchful activities
; a set of discovery deliverables such as persanaps... ; a set of outcomes
from the co-design workshops such as reports, fissphotos...
- «define »: prototypes, tests reports, more adwhriiverables, strategical
reports, design constraints, service blueprintsy egperience repository...
- others phases: service specifications, touchpgottsjescriptions...
The definition, capture, treatment and reuse ofseéhenaterials (cards, post-its,
recordings, photos, videos, logs, etc.) within esetvice design project are essential
to ensure the successful design and delivery of shevice and the global
transformation. Indeed, these elements have tovehe identification of strategical
constants. They put forward insights, concepts, sramof truth, user perceptions,
risks, cultural and organizational failures...rdirgathe need for strategical decisions,
processes improvement, human resources recruitna@t training, technical
development, and so on. Thus service design metledgools have to be part of a
decision-aided approach that intends to bring gnaamid differentiation to companies.

3.2 Existing Tool-related Works to Support some &vice Design Phases

Few works exist on the capture and semi-automagforequired elements. Most of
them propose creative methodologies and toolkitsdéww works really speak about a
technological and complete solution. However, igssential to capture/accumulate a
lot of service design knowledge and data withirpactic database to envisage the
comparison and analysis of designed services witgetlesign processes.

We can cite an Austrian initiative called mySer¥e#ow [9] and stemming from
the results of a research project of the Manage@enter Innsbruck — MCI Tourism,
financed by the Tyrolean science fund and the hardwkindly supported by
mobilkom Austria. myServiceFellow was a mobile ethraphy application for
smartphone. It allowed the capture of customermeys and their enrichment (photo,
video, voice). We can also quote the well-known Swiorks on the automation of
Business Model Canvas modeling/use [10] throughapplication available on
iTunes. Another interesting project is the Europpasject MEPSS (Methodologies
for Product-Service System) that has worked on la:-ased tool for the development
of product-service systems. MEPSS proposed a modpfaroach to guide companies
in the process of “developing and implementing eceasful and sustainable product-
service system’[11]. The Creative Design Institutd the University of
Sungkyunkwan is also working on intelligent tutgrisystems that aim to investigate
computer-based aid to product-service systems wesidis Korean team is
developing a software primarily based on the serbiceprint [12].

In another field than Service Design, there ar® alsme initiatives within the
SSME (Service Science Management and Engineeriag)nunity. For example
SOMF (Service Oriented Modeling Framework) has beeaposed by Michael Bell
and implemented in EA8 of Sparx System [13]. Buereif it is dedicated to the
modeling and specification of high-level servicsteyns thanks to a specific language
and a diagram of interconnected atomic and compesitities, it is still IT-oriented.












