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The	  service	  industries	  

•  Travel,	  media,	  health,	  social,	  financial,	  
security,	  online	  services	  

•  Dominant	  economic	  sector	  since	  the	  1970s	  

•  Is	  service	  design	  a	  new	  phenomenon?	  	  	  
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Design	  for	  service…	  

Subservient	  to	  the	  service	  delivery	  process	  

5	  Sony	  Triniton	  (Frog	  Design,	  1975)	  



Design	  for	  service…	  

Where	  material	  objects	  are	  but	  a	  conduit	  to	  
immaterial	  processes	  
	  

6	  Apple	  Macintosh	  [Manock	  &	  Oyama	  (&	  Frog	  Design?),	  1984]	  



Design	  for	  service…	  

Maybe	  it	  never	  wanted	  to	  get	  noCced	  	  
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Service	  design	  something	  new?	  

Why?	  
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Service	  development	  and	  design	  
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Service	  Development	  Process	  
Visioning	  
(Service	  concept)	  

Planning	  
(Service	  definiCon)	  

Market	  	  
DefiniCon	  



Service	  development	  and	  design	  
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Service	  Development	  Process	  

Design	  for	  service	  



Service	  development	  and	  design	  
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Service	  Development	  Process	  

Design	  for	  service	  

Design	  of	  service	  
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What	  is	  designed	  in	  services?	  	  

Review:	  	  
•  New	  service	  development	  in	  markeCng,	  

management,	  engineering,	  and	  economics	  
	  
Result:	  	  
•  Models	  prioriCze	  infrastructure	  (back-‐office)	  

development	  to	  support	  an	  intangible	  
process	  
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Figure 1 

 

 

Fig. 1. Molecular models describing cars (left) and airlines (right). Circles represent intangible elements; squares 

represent tangible elements; dotted squares represent essential evidence; and peripheral evidence is scattered around 

the other elements. 

 22

Airline	  service	  (source:	  Shostack,	  1977)	  

“An	  essenCally	  intangible	  process”	  
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Secomandi	  and	  Snelders:	  	  
	  

•  It	  is	  through	  a	  material	  interface	  (front-‐office,	  
touchpoints)	  that	  services	  exist	  for	  the	  user	  

•  This	  interface	  needs	  early	  envisioning	  and	  
later	  planning	  in	  the	  service	  development	  
process	  
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The	  interface	  as	  the	  object	  of	  design	  
(Bonsiepe,	  1995)	  

EA	  T	  

U	  



Service	  development	  and	  design	  
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Service	  Development	  Process	  

Design	  for	  service	  

Design	  of	  service	  



Checking	  in	  at	  Amsterdam	  Airport	  with	  
Self	  Service	  baggage	  Drop-‐Off	  Points	  (SSDOP)	  

18	  Eva	  Muller,	  2010	  
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Entering	  departure	  hall	  
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Dedicated	  SSDOP’s	  



Manned	  service	  area	  (back	  of	  hall)	  
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Heterogeneous	  interfaces:	  

The	  service	  comes	  into	  being	  through	  a	  
complex	  interface:	  
	  
•  Objects	  (Service	  Clues)	  
•  Environment	  (Servicescape)	  
•  People	  (Service	  encounters)	  
	  

23	  Patricio,	  Fisk	  &	  Cunha,	  2008;	  Kimbell	  2011;	  Secomandi	  and	  Snelders	  2011	  



The	  interface	  as	  the	  object	  of	  design	  
(Bonsiepe,	  1995)	  
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25	  Bonsiepe,	  1995	  

Interface	  as	  the	  object	  of	  design	  



26	  Bonsiepe,	  1995	  

Interface	  as	  the	  object	  of	  design	  
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In	  a	  technical	  system…	  

Alexander	  1964	  
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In	  a	  social-‐technical	  system…	  

Schwartz	  Cowan,	  1997	  



T	  

29	  Bonsiepe,	  1995	  

Interface	  as	  the	  object	  of	  design	  



30	  Bonsiepe,	  1995	  

Interface	  as	  the	  object	  of	  design	  
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In	  a	  technical	  system…	  

Alexander	  1964	  
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In	  a	  social-‐technical	  system…	  

Schwartz	  Cowan,	  1997	  



Designing	  the	  interface:	  

Service	  ‘designables’	  are	  those	  interfaces	  in	  
a	  social-‐technical	  system	  that	  can	  be	  
envisioned	  and	  planned	  for	  
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Designing	  the	  interface:	  

Service	  ‘designables’	  are	  those	  interfaces	  in	  
a	  social-‐technical	  system	  that	  can	  be	  
envisioned	  and	  planned	  for:	  
	  

•  Objects	  (Service	  Clues)	  

•  Environment	  (Servicescape)	  

•  People	  (Service	  encounters)	  
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High	  control	  

Low	  control	  



Designing	  the	  interface:	  

Service	  ‘designables’	  are	  those	  interfaces	  in	  
a	  social-‐technical	  system	  that	  can	  be	  
envisioned	  and	  planned	  for:	  
	  

•  Objects	  (Service	  Clues)	  

•  Environment	  (Servicescape)	  

•  People	  (Service	  encounters)	  
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High	  control	  

Low	  control	  
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Can	  there	  be…	  
A	  design	  of	  service	  encounter?	  
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People	  as	  ‘undesignable’	  

•  In	  product	  design,	  the	  user	  is	  the	  most	  
uncontrolable	  factor	  	  

	  

38	  



Service	  encounter	  ‘undesignable?’	  

•  The	  social	  dynamic	  in	  service	  encounters	  is	  
even	  harder	  to	  control!	  
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Verdict	  1:	  Encounters	  undesignable	  

Sangiorgi:	  Social	  encounters	  are	  essenCal	  to	  
services,	  so	  we	  can	  only	  design	  for	  service,	  
together	  with	  users	  and	  providers	  
	  

40	  Sangiorgi,	  2011	  



Service	  encounters	  and	  design	  
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Service	  Development	  Process	  

Design	  for	  service	  

Visioning	   Planning	  	  Market	  	  
DefiniCon	  



Verdict	  2:	  Try	  harder	  to	  control!	  

Use	  tools	  for	  early	  visioning	  and	  later	  planning	  of	  the	  
service	  encounter	  (blueprinCng,	  customer	  journey	  
analysis,	  storytelling)	  

42	  



But	  should	  we	  try	  harder?	  

Tools	  for	  visioning	  and	  planning	  of	  the	  service	  
encounter	  are	  excessively	  protocolled:	  
	  

•  Depart	  from	  set	  problems,	  
rule	  out	  improvisaCon	  and	  
creaCvity	  in	  the	  service	  	  
encounter	  

43	  Sarasvathy,	  2008	  	  



But	  should	  we	  try	  harder?	  

Tools	  for	  visioning	  and	  planning	  of	  the	  service	  
encounter	  are	  excessively	  protocolled:	  
	  

•  Presupposes	  helpless	  
user	  with	  needs	  and	  	  
always	  happy	  provider	  

44	  Ken	  Lum,	  1990	  



Service	  encounters	  and	  design	  
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Service	  Development	  Process	  

Verdict	  1:	  
Design	  for	  service	  

Verdict	  2:	  
Design	  of	  service	  



AlternaCve	  3:	  Is	  control	  itself	  a	  
designable?	  	  
Can	  we	  envision	  a	  level	  of	  social	  dynamic	  in	  service	  
encounters	  at	  the	  early	  stages	  of	  service	  development?	  	  
	  

•  Project	  GRIP	  (subproject	  of	  FES-‐CRISP,	  a	  large	  Dutch	  
iniCaCve	  on	  Design	  of	  Product-‐Service	  Systems)	  

•  Employing	  a	  broad	  range	  of	  researchers	  and	  
designers	  (DAE,	  Philips	  Design,	  TU	  DelF,	  TU/e)	  

•  Centered	  around	  work	  related	  stress	  
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Stress:	  Oh	  why	  do	  I	  feel	  upset!	  
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Stress:	  Oh	  why	  do	  I	  feel	  upset!	  

48	  



Y	  o	  !	


Stress	  on	  a	  work	  floor	  
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Y	  o	  
Y	  o	  

Y	  o	  
Y	  o	   Y	  o	  +	  



Y	  o	  !	


1.	  Controlled	  social	  dynamic	  
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Y	  o	  
Y	  o	  

Y	  o	  
Y	  o	   _	  . Y	  o	  +	  



Y	  o	  !	


2.	  Less	  control	  of	  social	  dynamic	  
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3.	  Out	  of	  control…	  
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Service	  encounters	  and	  design	  
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Service	  Development	  Process	  

Design	  for	  service	  

Or,	  
Design	  of	  service	  



So,	  can	  there	  be	  a	  design	  of	  service?	  

	  
•  It	  depends,	  can	  we	  create	  a	  vision,	  and	  plan	  

for	  a	  parCcular	  level	  of	  social	  dynamics	  in	  
service	  encounters…	  

•  Ask	  me	  in	  two	  years	  Cme!	  
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But	  should	  we	  try	  harder?	  

Tools	  for	  early	  planning	  of	  the	  service	  encounter	  are	  
excessively	  protocolled:	  
	  

•  Set	  Cme	  order	  of	  user	  
Experience,	  worth	  	  
“the	  whole	  journey”	  
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