Service Design From Insight To
Inspiration

Service design is the activity of utilizing resources and people
to build and sustain services that not only meet customers'
needs, but also add that little bit of magic or true competitive
advantage. In an overcrowded marketplace there is often little
opportunity to break away from the pack and influence
customer perceptions; Customer-Driven Transformation
demonstrates how to use design thinking as a driver for
organizational change to translate your vision into compelling
services that will delight your customers. How did companies
like Netflix, Airbnb and Uber revolutionize industries and win
loyal followers? They started here. By thinking about what
customers need foremost, you can reinvent your value
proposition and deliver services that work. Customer-Driven
Transformation shows how to instill an outside-in approach to
strategy, moving away from management that's technology,
marketing or resource optimization-led, towards being
customer-inspired and experimental with innovation. Itis a
practical guide for any business to lead a transformational
programme and use design thinking to change how services
are created, ensuring they are expertly designed, elegant in
use and advance in customer-mindedness. With ground-
breaking case studies from the likes of E.On Energy, Hyundai
Motor Company and Bupa, this cutting-edge book will
empower companies to take control of customer experience
and deliver long-lasting and impactful change. Focusing on
one of the hottest management topics, it is an inspiring read
for any business leader to understand how to reinvent their
value proposition, gain market share and win customers.

Like a good story, successful design is a series of engaging

moments structured over time. The User’s Journey will show
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you how, when, and why to use narrative structure,
technique, and principles to ideate, craft, and test a cohesive
vision for an engaging outcome. See how a “story first”
approach can transform your product, feature, landing page,
flow, campaign, content, or product strategy.

Shows how understanding user and customer experiences by
analyzing ethnographic and big data, combined with
exploratory prototyping, helps businesses design innovative
services. Focuses on the early stages of a design project and
discusses conceptual and practical challenges involved in
creating service ecosystems that address organizational and
societal issues. Includes examples from start-ups, big
corporations, policy contexts and social innovation.

A practical approach to better customer experience through
service design Service Design for Business helps you
transform your customer's experience and keep them
engaged through the art of intentional service design. Written
by the experts at Livework, this practical guide offers a
tangible, effective approach for better responding to
customers' needs and demands, and provides concrete
strategy that can be implemented immediately. You'll learn
how taking a design approach to problem solving helps foster
creativity, and how to apply it to the real issues that move
businesses forward. Highly visual and organized for easy
navigation, this quick read is a handbook for connecting
market factors to the organizational challenge of customer
experience by seeing your company through the customers’
eyes. Livework pioneered the service design industry, and
guides organizations including Sony, the British Government,
Volkswagen Procter & Gamble, the BBC, and more toward a
more carefully curated customer experience. In this book, the
Livework experts show you how to put service design to work
in your company to solve the ongoing challenge of winning
with customers. Approacpageuz%tzomer experience from a design



perspective See your organization through the lens of the
customer Make customer experience an organization-wide
responsibility Analyze the market factors that dovetail with
customer experience design The Internet and other digital
technology has brought the world to your customers'
fingertips. With unprecedented choice, consumers are
demanding more than just a great product—the organizations
coming out on top are designing and delivering experiences
tailored to their customers' wants. Service Design for
Business gives you the practical insight and service design
perspective you need to shape the way your customers view
your organization.

Describes effective approaches to interaction design, with
information on developing a design strategy, conducting
research, analyzing the data, creating concepts, and testing
and deployment.

Service design is a rapidly growing area of interest in design
and business management. There are a lot of books on how
to get started, but this is the first book that describes what a
‘good' service is, what makes a good service and why. This
book lays out the essential principles for building services that
work well for users. Demystifying what we mean by a 'good'
and 'bad' service and describing the common elements within
all services that mean that it either works for users or doesn't.
This book is for anyone who is involved in designing or
delivering services and aims to give the reader an
understanding of what the common characteristics of a "good
service" are to users. For readers who are not professional
service designers, this book gives an indication of what they
or their teams should be aiming for, without presuming they
will invest a significant amount of time designing a service
themselves.

Service design is the activity of planning and organizing
people, infrastructure, colgggrpglglzication and material



components of a service in order to improve its quality and
the interaction between service provider and customers. It is
now a growing field of both practice and academic research.
Designing for Service brings together a wide range of
international contributors to map the field of service design
and identify key issues for practitioners and researchers such
as identity, ethics and accountability. Designing for Service
aims to problematize the field in order to inform a more critical
debate within service design, thereby supporting its
development beyond the pure methodological discussions
that currently dominate the field. The contributors to this
innovative volume consider the practice of service design,
ethical challenges designers may encounter, and the new
spaces opened up by the advent of modern digital
technologies.

The book explores transitions in design practice and features
'untold stories of innovative design practices from around the
world

A practical guide to integrate Design Thinking and Lean
Startup in the service era. "Pinheiro will inspire you to think
differently about business, design, education, and - perhaps
most importantly - the way you work every day." - Kerry
Bodine, co-author of Outside In: The Power of Putting
Customers at the Center of Your Business "In this book,
Tenny offers some extremely valid and hard-hitting criticism
regarding the ideals surrounding the dictate of building a
Minimum Viable Product. Agreed on many fronts but | found
his reinvention of these principles when applied to the service
industry to be extremely insightful. The concept of a Minimum
Valuable Service is unique, new and sets goals intended to
deliver maximum value with measurable results.This is a
must read for anyone in the global innovation economy." -
Rick Rasmussen, NestGSV. International Business
development. This book Lsag% Bzréactical guide that explores how



startup entrepreneurs and business leaders, who hold no
Design degrees, can integrate Service Design into their
development cycles in order to create sustainable, desirable
and profitable new services. In the first part, Tenny explores
the reasons why startups need to move away from the "make
and sell" industrial logic we've been exploiting over the last
century. To take its place he proposes a new service oriented
mindset that carries the idea of "learn, use and remember"
users' journeys. He also discusses the challenges our
industrial society is facing and how the combination of design
with a service oriented mentality can be key to help new and
existent businesses make this shift. In the second part, he will
take you on a journey through the MVS - Minimum Valuable
Service - model. This model can seamlessly integrate Service
Design into the Lean Startup or any Agile development cycle.
It adds the human values needed to foster service
innovations within the Lean's scientific approach. In this part
of the book you will learn tools, methods and practices that
will help you get your hands dirty with design. At some point
every adventure requires a great guide, and this journey into
the heart of the new is led impeccably by Tenny Pinheiro.
Slyly sidestepping the pitfalls of the Lean Startup approach,
he skillfully navigates us through to a deeper understanding
of the forces shaping the evolving service economy. By
trusting the wisdom of the many to help design the next
phase of business, his approach taps into an inexhaustible
source of creativity and innovation. The Service Startup is a
trusty roadmap that you will long keep by your side. As Tenny
might suggest: learn it, use it, and remember it. - Jamer Hunt,
Parsons The New School for Design. Director for the
graduate Program in Transdisciplinary Design. "I'll admit it: |
enjoy seeing someone who knows their stuff re-assemble and
improve on the work of an adjacent profession. Tenny calls
out what's lacking in the Iﬁa%gg/z%tartup approach, in the most



thorough and insightful ways. In the spirit of iteration, he's
taken an existing approach and improved on it. If only all
criticism were this good. | enjoyed his delightfully nuanced
views on the world of services - how they're perceived,
experienced, and remembered - as well as his historical
perspectives on the worlds of design, business and
marketing. Opinionated but also well-informed, this is a
pragmatic, human-centric take on designing and delivering
services that I'd recommend to anyone whose work affects
other people. - Chad Thornton, Experience Designer, Airbnb™
The Routledge Handbook of Service Research Insights and
Ideas offers authoritative coverage of current scholarship in
the expanding discipline of service research. Original
chapters from the world’s leading specialists in the discipline
explore foundations and innovations in services, highlighting
important issues relating to service providers, customers, and
service design. The volume goes beyond previous
publications by drawing together material from different
functional areas, including marketing, human resource
management, and service process design and operations.
These topics are important in helping readers become
knowledgeable about how different functional areas interact
to create a successful customer experience. This book is
ideal as a first port of call for postgraduate students desiring
to get up to speed quickly in the services discipline. It is also
a must-read for academics new to services who want to
access cutting-edge research.

In Design for Services, Anna Meroni and Daniela Sangiorgi
articulate what Design is doing and can do for services, and
how this connects to existing fields of knowledge and
practice. Designers previously saw their task as the
conceptualisation, development and production of tangible
objects. In the twenty-first century, a designer rarely 'designs
something' but rather 'degggengzl;or something': in the case of



this publication, for change, better experiences and better
services. The authors reflect on this recent transformation in
the practice, role and skills of designers, by organising their
book into three main sections. The first section links Design
for Services to existing models and studies on services and
service innovation. Section two presents multiple service
design projects to illustrate and clarify the issues, practices
and theories that characterise the discipline today; using
these case studies the authors propose a conceptual
framework that maps and describes the role of designers in
the service economy. The final section projects the discipline
into the emerging paradigms of a new economy to initiate a
reflection on its future development.

How can you establish a customer-centric culture in an
organization? This is the first comprehensive book on how to
actually do service design to improve the quality and the
interaction between service providers and customers. You'll
learn specific facilitation guidelines on how to run workshops,
perform all of the main service design methods, implement
concepts in reality, and embed service design successfully in
an organization. Great customer experience needs a common
language across disciplines to break down silos within an
organization. This book provides a consistent model for
accomplishing this and offers hands-on descriptions of every
single step, tool, and method used. You'll be able to focus on
your customers and iteratively improve their experience.
Move from theory to practice and build sustainable business
success.

Discovering what characterizes strong clinical medical
librarianship and how those characteristics have been and
are supporting clinicians in their delivery of evidence-based
medicine can help those in this profession evaluate and
strengthen their own programs. Perhaps more importantly,

learning about and from leaders in clinical medical
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librarianship can help not only other librarians but also
clinicians and other healthcare professionals strategize to
ensure that their programs stay abreast of the rapidly
changing healthcare field using methods and approaches that
recognize the importance of providing biomedical information
and adapting to new technology and research requirements.
Beginning with a discussion of the birth of the Clinical Medical
Librarian (CML) and continuing with chapters that explore
current innovative programs conducted by CMLs, The Clinical
Medical Librarians Handbook piques reader’s interest in this
exciting professional field through descriptive scenarios. The
book moves quickly through the history of librarians
accompanying clinicians on medical wards to the realization
of librarians partnering with clinicians in the face of a rapidly
changing healthcare scene. Success and challenges are
discussed by professional CMLs working in urban academic
medical centers. The Clinical Medical Librarians Handbook is
intended for any library student, practicing librarian or health
administrator interested in understanding the variety of roles
medical librarians play in the healthcare system of the United
States, how medical librarians interact with clinicians and
patients, the power of patient-centered care and technology,
the importance of information to public health, novel ways to
introduce and teach clinical learners to use resources, how
clinical medical librarians learn to do the job and tips for
managing clinical medical library programs.

Service design is an emerging competence for all designers
who are serious about their careers. Service design is about
making services desirable, efficient and usable. We are
immersed in services every day. We use the Internet, watch
television, travel, bank, shop, drink coffee and eat at
restaurants, use government services, and we go to movies.
Over the last 50 years, the United States has evolved from an
economy based on creatliqueg/cz)gds to one based on providing



services. Design is no longer about only the aesthetics or
surfaces of things. Today designers create diverse and
complex systems of experiences of products, services,
spaces and touchpoints - the people, information, products
and spaces that customers encounter. In this book are the
practical methods, processes, and tools that service
designers use. Learn here how to understand your
customers' service journey, how to develop new services and
how to prototype and test your ideas for real customers in the
most efficient and effective ways possible.

"This book presents the emerging and increasingly important
field of service design."--Publisher.

A complete practitioner's catalog of proven domain services
design solutions that can help any organization leverage
SOA's full benefits * *Provides a vocabulary of proven SOA
design solutions, with concrete examples and code that is
easy for architects to adapt and implement. *By Rob
Daigneau, one of the industry's leading experts in complex
systems integration. *Helps architects and IT leaders
accurately set stakeholder expectations for major SOA
initiatives. Service-oriented architectures are typically called
upon to deliver two general categories of services: enterprise
services and domain services. Enterprise services are
essentially composite services that typically leverage
technologies such as message-oriented middleware. Domain
services are the building blocks these composites depend
upon. Each service category is best served by a distinct set of
design solutions. This is the first book to systematically
identify and explain best practice patterns for domain
services. Rob Daigneau expands upon the Service Layer
concept (covered expertly by Fowler in Patterns of Enterprise
Application Architecture ) domain services can be used with
Enterprise Integration Patterns (made famous by Hohpe and
Woolf). Daigneau beginsptga{s Bt/sz\éiewing SOA concepts,



illuminating the distinctions between enterprise and domain
services, and identifying key relationships between domain
services and other pattern groups. Next, he introduces each
essential pattern for creating and delivering domain services,
providing a vocabulary of design solutions that architects and
other IT professionals can implement by referencing and
adapting the concrete examples he supplies.

This book provides an insight into the design, modeling,
control, and application of multiphase hybrid permanent
magnet machines for electrified powertrains in electric and
hybrid electric vehicles. The authors present an overview of
electric and hybrid electric vehicles, hybrid electric machine
topologies, hybrid permanent magnet (HPM) machine design,
multiphase hybrid machines, operation of multiphase
generators in series hybrid electric vehicles (SHEV), and
machine hardware build-up and testing. Readers will gain an
understanding of multiphase machine configuration, their
design, control, and recent applications, along with the
benefits they provide, and learn general design steps,
prototyping, and hardware build-up processes of multiphase
electric machines. Multiphase Hybrid Electric Machines:
Applications for Electrified Powertrains will be a valuable
reference for undergraduate and graduate students,
researchers, and practicing engineers, working on
electric/hybrid electric vehicles, as well as electric machine
applications in renewable energy systems specifically wind
turbines, HVAC systems, robotics, and aerospace industry.
Presents an overview of electrification in the automotive
industry; Offers step-by-step design procedures for
multiphase and hybrid electric machines; Provides examples,
case studies, and real-world applications.

Customer experiences are increasingly complicated—with
multiple channels, touchpoints, contexts, and moving
parts—all delivered by frgggrpleopztzed organizations. How can you



bring your ideas to life in the face of such complexity?
Orchestrating Experiences is a practical guide for designers
and everyone struggling to create products and services in
complex environments.

This book provides a view into the groundbreaking application
of ethnographic tools and techniques to the understanding of
undergraduate students and their use of information. The
publication describes findings of the work at the University of
Rochester River Campus Libraries and provides insight into
how academic librarians might use these techniques on their
own campuses.

Outlines the popular business trend through which abstract
ideas are developed into practical applications for maximum
growth, sharing coverage of its mindset, techniques and
vocabulary to reveal how design thinking can address a
range of problems and become a core component of
successful business practice.

The authors of the international bestseller Business Model
Generation explain how to create value propositions
customers can’t resist Value Proposition Design helps you
tackle the core challenge of every business — creating
compelling products and services customers want to buy.
This highly practical book, paired with its online companion,
will teach you the processes and tools you need to create
products that sell. Using the same stunning visual format as
the authors’ global bestseller, Business Model Generation,
this sequel explains how to use the “Value Proposition
Canvas” to design, test, create, and manage products and
services customers actually want. Value Proposition Design is
for anyone who has been frustrated by new product meetings
based on hunches and intuitions; it's for anyone who has
watched an expensive new product launch fail in the market.
The book will help you understand the patterns of great value
propositions, get closer tgageulslt/(z)zmers, and avoid wasting time



with ideas that won’t work. You'll learn the simple process of
designing and testing value propositions, that perfectly match
customers’ needs and desires. In addition the book gives you
exclusive access to an online companion on Strategyzer.com.
You will be able to assess your work, learn from peers, and
download pdfs, checklists, and more. Value Proposition
Design is an essential companion to the "Business Model
Canvas” from Business Model Generation, a tool embraced
globally by startups and large corporations such as
MasterCard, 3M, Coca Cola, GE, Fujitsu, LEGO, Colgate-
Palmolive, and many more. Value Proposition Design gives
you a proven methodology for success, with value
propositions that sell, embedded in profitable business
models."

A comprehensive introduction to designing services according
to the needs of the customer or participants, this book
addresses a new and emerging field of design and the
disciplines that feed and result from it. Despite its intrinsic
multidisciplinarity, service design is a new specialization of
design in its own right. Responding to the challenges of and
providing holisitic, creative and innovative solutions to
increasingly complex contemporary societies, service design
now represents an integrative and advanced culture of
design. All over the world new design studios are defining
their practice as service design while long established design
and innovation consultancies are increasingly embracing
service design as a key capacity within their offering. Divided
into two parts to allow for specific reader requirements,
Service Design starts by focusing on main service design
concepts and critical aspects. Part Il offers a methodological
overview and practical tools for the service design learner,
and highlights fundamental capacities the service design
student must master. Combined with a number of interviews
and case studies from Ieg%igg/gzervice designers, this is a



comprehensive, informative exploration of this exciting new
area of design.

Service Design is an eminently practical guide to designing
services that work for people. It offers powerful insights,
methods, and case studies to help you design, implement,
and measure multichannel service experiences with greater
impact for customers, businesses, and society.

This thought-provoking and inspirational book covers such
topics as: developing a solid creative process through “Visual
Reflection Notebooks” and “Bring Play to Work”;
understanding the artist’'s unique identity in relation to the
larger culture; building systems of support and collaboration;
explaining how an artist’'s needs and passions can lead to
innovation and authenticity; using language to inspire visual
creativity; responding to the Internet and changing concepts
of what is public and private; and accepting digression as a
creative necessity. Through the exercises and techniques
outlined in Art Without Compromise*, the reader will develop
new confidence to pursue individual goals and inspiration to
explore new paths, along with motivation to overcome
creative blocks. With a revised understanding of the
relevance in their own work within the sphere of
contemporary culture, the artist will come away with a clearer
perspective on his or her past and future work and a critical
eye for personal authenticity.

This unique book focuses upon service design,
including retail and multi-channel marketing matters
pertinent to the current age where physical contact
with consumers has resurfaced as an enduring part
of the marketing and branding landscape -
complementary to online and virtual worlds.

In Change by Design, Tim Brown, CEO of IDEO, the
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celebrated innovation and design firm, shows how
the techniques and strategies of design belong at
every level of business. Change by Design is not a
book by designers for designers; this is a book for
creative leaders who seek to infuse design thinking
into every level of an organization, product, or
service to drive new alternatives for business and
society.

Revised and Updated, Featuring a New Case Study
How do successful companies create products
people can’t put down? Why do some products
capture widespread attention while others flop?
What makes us engage with certain products out of
sheer habit? Is there a pattern underlying how
technologies hook us? Nir Eyal answers these
guestions (and many more) by explaining the Hook
Model—a four-step process embedded into the
products of many successful companies to subtly
encourage customer behavior. Through consecutive
“hook cycles,” these products reach their ultimate
goal of bringing users back again and again without
depending on costly advertising or aggressive
messaging. Hooked is based on Eyal’s years of
research, consulting, and practical experience. He
wrote the book he wished had been available to him
as a start-up founder—not abstract theory, but a how-
to guide for building better products. Hooked is
written for product managers, designers, marketers,

start-up founders, and anyone who seeks to
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understand how products influence our behavior.
Eyal provides readers with: « Practical insights to
create user habits that stick.  Actionable steps for
building products people love. « Fascinating
examples from the iPhone to Twitter, Pinterest to the
Bible App, and many other habit-forming products.
Service design is a holistic, co-creative, and user-
centered approach to understanding user behavior
for creating or refining services. Use this LITA Guide
to help as a toolkit for implementing service design
studies and projects at all types of libraries. It begins
with directions for how to create a service design
team and assembling a user working group for your
library and move through the various phases in a
service design journey. The authors outline the tools
required to gain insights into user behavior and
expectation and how to diagnose the difference
between a symptom and a problem users face when
interacting within the library environment. The guide
features a series of examples that the service design
team can use to learn how to work with library staff
and patrons to find out what current user experience
is like and how to refine services to better meet user
expectations. Learn how to: .create service
blueprints - to outline the service delivery model and
understand pain points and places where services
can be refined .create customer journey maps - to
better understand the actual paths taken by users to

fulfill a service. .find the right tool for the situation so
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you can make an informed decision on usage .create
an ethnographic program of your own tailored to
your library environment .understand how
assessment and post-implementation is key to any
project s success .create a service design plan that
fits your library and patronage This book is a toolkit,
not a step-by-step, paint-by-the-numbers book. It is
geared towards libraries of all types and sizes and
will provide tools that any library can use and ideas
for developing a service design project that fits within
the means of your library so that your project will be
meaningful, useful, and sustainable. While several
books have been written on how to implement
service design, this book will be the first to explain
how to practice service design in libraries."

The book is a practical guide to designing services
that work for people. It offers insights, methods and
case studis to help design, implement and measure
multichannel service experiences with greater impact
for costumers, businesses and society.

This open access book discusses service design
capabilities in innovation processes, and provides a
framework that guides design students, practitioners
and researchers towards a better understanding of
operational aspects of service design processes.
More specifically, it revisits service designers’
capabilities in light of the new roles that have opened
up in innovation processes on different scales. After

years of being inadequately defined, the professional
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profile of service designers is now taking shape.
Today private and public institutions recognize
service designers as essential contributors to their
innovation and development processes. What are
the capabilities that characterize a service designer?
These essential capabilities are what service
designers should acquire in their education and can
sell when looking for a job.

Accelerated Strategy Development and Execution
The company of today has its supply chains and
finances stretched further around the globe than
ever before while simultaneously having increasing
pressures to drive value across a complicated and
fluid set of metrics and deliver innovations, products,
and services more quickly and reliably. The
competitive advantage belongs to the companies
that can quicken their vision-building and strategy-
execution efforts—the ones that can identify
challenges more swiftly and accelerate their decision
making so they are better able to formulate and
deploy responses decisively yet with greater agility.
To successfully accomplish this, companies will have
to prioritize creating a culture of leadership that
strengthens communication skills and emphasizes
systems thinking by building capacity and capability
that cuts across the business smokestacks and
permeates the entire organization. In State of
Readiness, Joseph F. Paris Jr. shares over thirty

years of international business and operations
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experience and guides C-suite executives and
business-operations and -improvement specialists
on a path toward operational excellence, the
organizational capability and situational awareness
that is attained as the enterprise reaches a state of
alignment for pursuing its strategies. In doing so,
create a corporate culture that is committed to the
continuous and deliberate improvement of company
performance and the circumstances of those who
work there—a precursor to becoming a high-
performance organization.

During the last thirty years, a wide range of product
companies throughout the Western economies have
considered moving into or setting up service
businesses. Some have rejected the idea after
careful consideration, some have wandered into
competitive services without any real idea of what is
involved and others have deliberately executed a
carefully considered strategic manoeuvre. Included
in this debate are some of the most famous business
names in the western world: Unisys, Ericsson,
Michelin, Nokia and HP. For IBM it was Lou
Gerstener’s ‘big bet’; at GE it was one of former
CEO Jack Welch’s ‘four major strategies’ and, at
General Motors, the financial services arm was its
most profitable business for many years. Yet very
little has been published on this profound transition.
As a result, myths and idiocies abound. Some

routinely claim that the ‘evolution from products
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through services to solutions’ is inevitable. Others
think that manufacturing is being outsourced to
China and India while American or European
teenagers face a career in hamburger stalls. The
truth is much more fascinating. To succeed in a
service business, most functions of a product
company need to change. Operations, management,
recruitment, finance, sales, new product
development and marketing must all be adjusted. So
the move into service therefore involves huge risk
caused by disruptive and radical change. What has
pushed realistic business people in such widely
different industrial sectors to take so large a risk?
Does their experience contain lessons or warnings
for others? Is the trend likely to continue and affect
other parts of the world as their economies develop?
Will India, China or other developing economies
need to learn how to export service once their
manufacturing industries mature? Written by a
successful businessman who has been at the heart
of these changes in several companies and, with
case studies from companies like IBM, Unilever, BT,
Michelin, Ericsson and Nokia, this book explores the
experience of those who have made the transition;
and some who have resisted it. It covers in depth
subjects such as: strategic focus, change
management, service operations, branding a service
business, service sales and service marketing. It is

the first major work on this subject. "This book is a
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‘must read’ for those considering the plunge into
service growth and innovation. Even those
companies that have already taken the plunge will
gain fresh perspective" —Jim Spohrer, Director, IBM
Almaden Research Centre, USA "Laurie Young
details in very practical ways the reasons and
methodologies for change ... | would recommend this
book to every one of my customers." —Douglas
Morse, Managing Principal for the Services
Transformation and Innovation Group LLC "l am
thrilled with the publication of this much needed
book. In my work with businesses around the globe,
| find that grappling with the challenge of
transforming a company from products to services is
a compelling priority for increasing numbers of
firms." —Stephen W. Brown, PhD, Carson Chair,
Professor and Executive Director, Center for
Services Leadership, W. P. Carey School of
Business, Arizona State University

Familiar modes of problem solving may be efficient, but
they often prevent us from discovering innovative
solutions to more complex problems. To create
meaningful change, we must train ourselves to discover
previously unseen variables in day-to-day challenges.
The Design of Insight is intended to be a personal
problem-solving platform for decision makers and
advisors who seek answers to critical business
guestions. It introduces an approach that uses multiple
"problem-solving languages" to systematically expand
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our understanding of problem framing and high quality
problem solving. Useful as a critical thinking approach or
a think-out-loud document for strategic teams, this brief
is a resource for enriching and implementing thoughtful
management practices.

We are immersed in services every day. We use the
Internet, watch television, travel, shop, drink coffee, and
eat at restaurants, use government services, and we go
to movies. Design is no longer about only the aesthetics
or surfaces of things. Service design is a broad field that
involves many disciplines, management, technology, and
an understanding of people. Today designers create
diverse and complex systems of experiences of
products, services, spaces and touchpoints

Service Design and Delivery provides a comprehensive
overview of the increasingly important role played by the
service industry. Focusing on the development of
different processes employed by service organizations,
the book emphasizes management of service in relation
to products. It not only explores the complexity of this
relationship, but also introduces strategies used in the
design and management of service across various
sectors, highlighting where tools, techniques and
processes applicable to one sector may prove useful in
another. The implementation methods introduced in the
book also illustrate how and why companies can
transform themselves into service organizations. While
the book is primarily intended as a text for advanced-
level courses in service design and delivery, it also
contains theoretical and practical knowledge beneficial to

both practitioners in the service sector and those in
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manufacturing contemplating moving towards service
delivery.

This book, assembled to describe and illustrate the
emerging field of service design, was brought together
using exactly the same co-creative and user-centred
approaches you can read and learn about inside. The
boundaries between products and services are blurring
and it is time for a different way of thinking: this is service
design thinking. A set of 23 international authors and
even more online contributors from the global service
design community invested their knowledge, experience
and passion together to create this book. It introduces
service design thinking in manner accessible to
beginners and students, it broadens the knowledge and
can act as a resource for experienced design
professionals.
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