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Service Design & Management

1. How advanced companies are creating service innovation?
organizations (climate, goals, evaluation)
methodologies (methods, process, programs)

2. Develop service design methods for future creation

3. Apply the methods and identify issues for the further research
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Ref: Vargo, Stephen L. and Robert F. Lusch, "From good to service(s): Divergences and convergences of logics”, Industrial Marketing Management
2008.
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RESULTS FORS00
COMPANIES

The McGraw Hill Connpaies

BusinessWeek

NAY12, 2004 www.businessweph.com

« DESIG

THENEW RATIONAL
EXUBERANCE

FINDING THEBEST
ONLINE BROKERS

PROFITS 1STOQTR ‘BOOKEXCERPT ‘INVESTING

A tiny firm called redefined
good design by creating cxpericnces,
not just products. Now it’s changing
the way companics innovate.

€>

CED Tim Brown (left)
Founder David Kellcy

16
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REF: HTTP:// WWW.TED.COM/TALKS/
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REF: HTTP:// WWW.TED.COM/TALKS/
TOM_WUJEC_BUILD_A_TOWER?LANGUAGE=JA 26

LEARNING BY DOING!

Business
Students

Kindergarten
Students

o (b i ——. >
Orient  Plan Build Ta-Da!



REF: HTTP:// WWW.TED.COM/TALKS/
TOM_WUJEC_BUILD_A_TOWER?LANGUAGE=JA 27
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Students Admins
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DESIGNERLY THINKING TO DESIGN THINKING 29

DESIGNERLY THINKING

changing existing situations into preferred ones (Simon, 1969)

the relation between creation and reflection
(Schon, 1983)

e, Design Thinking
(Rowe, 1987)

How Professionals

Think in Action

Donald A. Schon TSI TIT design process is a way of

. et thinking to work on
e wicked

problem” (Buchanan, 1992)

Richard Buchanan
Wicked Problems in Design Thinking

5 Service Design & Management Lab.



EXPANDING DESIGN THINKING TO BUSINESS AND SERVICE 30

DESIGN THINKING

HOW DESIGN THINKING
TRANSFORMS ORGANIZATIONS
AND INSPIRES INNOVATION

INNOVATION

FRAME =EOWTH

CHANGE

CREATE

BY DESIGN

The Designing for
SROWTH
o] ) A

Field Book
KEES DORST e
Tl M BROWN ( a step-by-step project guxde)
JEANNE LIEDTKA, TM OGLVEE, AND RACHEL BROZENSKE
2009 2012 Jeanne Liedtka, 2011

Y Service Design & Management Lab.



REF: SAWATANI, YURIKO, 2013, TOWARD RESEARCH ON

DESIGNING A SERVICE SYSTEM, ICSERV2013, SPRINGER. 31
1950 - 1970 - 1980 - 1990 - 2000 -
Technology push Chainfinked
Technol model (Bush 1945), a(;ni(l?gio Mode 1 & Mode 2 Open Innovation
echnology Dosi 1982), EO ° y - (Gibbons, etal. 1994),  (Chesbrough 2003),
Source of Rothwell A ne abn 1986) Service innovation Service Science,
innovation Non- OSEMDETY : , . (Sundbo 1994, Management, Engineering
Market pull model |Gate keeper User innovation dvardssin and Ol d Desian (2
hnolo (Schmookler 1966, (Allen 1977) von Hippel Fdvardssin and Olsson  and Design (2004
technology et e 1996, Gallouj 1998)
(market) >cherer1982) (1988)

Industrial products (William Morris, Bauhaus, Post modern, IDEQ,
d.school)

Service products (Shostack 1984,
Bitner 1992, Erlhoff, Merger, Manzini
1997), Interaction (Holmlid 2007)

Design focus

Service Systems
PSS (Morelli 2002),
Service system (The

Science of Service
Systems 2011)

5 Service Design & Management Lab.
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» 1991 IDEO3SXAL

» 2004 Service Design Network

» 2005 AV T7*—KKE d.schools%iL
» 2008 EILRBKF SDMERIL

» 2009 BRRAZE i.schoolz&iz

» 2013 FheEBKRZE HLAIEE
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d.school (2005-)

INOTHING IS A MISTAKE.

AND NO FAIL.
T
HERE’S ONLY

AKE

N Service Design & Management Lab.
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David Kelley
FACULTY DIRECTCR

Holly May
Mahoney

TEACHING FELLOW

chool

Kim Kendall-
Humphrsays

DIRECTOR OF
FINANCE

Laure McEailn

K12 LAB DIRECTOR
CF COMMUNITY
AND
IMPLEMENTATION

Perry Kiebahn

DIRECTOR,
EXECUTIVE
EOUCATION

Andrew "Mco"
Mclina

TEACHING FELLOW

lam an
under-
graduate
student.
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Figure 3. Trend of long-term ME310 industry projects.
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Stanford's ME310 Course as an Evolution of Engineering Design
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wil lam
Cockayre, Ph.D.

(Career]
Stanford Un'versity, Lecturar 8 Lead |X, CEOd

Advancng the development of Stanford Playbo
forthcoming Playbook for Design Tnnovation o
hands-on training worsshops for Waseda stade
Additionally, we'll in helping Waseda students,
newly formad Innovation Lesdership Network,
practitioners helping envision and buile: the futs

(Career]

[nnovetion Leadership Becard, CEO & Stanford |
Advanc ng the development of Stanford Playbo
forthcoming Playbook for Design [Innovatior for
hands-on training worxskops for Waseda stude
Additicnally, we'll in helping Waseda students,
newly formad Innovation Leedership Network,
practitioners helping envision and builc the futs

[Career]

Future Creaticn by-Design Th nking Program
Dr. Yuriko Sawateni is a professor at Tokyo Uni
her Ph.D. at the University of Tokyo. She joinc:
development. After working at IBM's R&D strat
a strategist of perzonal systems. She was assic
Thomas J. Watsen Rescarch Center, and starte
leacirg Or Damand Innovation Sarvices. she v
Sclenca and Tachnclogy Agency, and astablis
Japan. She jJoined Waseda Univarsity In 2013, ;
universtiaes, Incuding Tokyo Institute of Techn
service scienca and papers on service research
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» Capital Oneb' adaptive
path(design firm)Z&.X

Capital( ’l" Fi B Seasch locadons  (§ Signin

Adaptive Path, a San Francisco-based design and user experience consultancy, nas bee

Signin .
o Thay're your miles.

Use them your way.

Eam Jriimited 2X rrees. NO Diackouls

acquired by financial firm Capital One.

Select an account ype

That's not the most obvious acquirer, but in his anncurcement, Adaptive Path co founc
Chief Creative Officer Jesse James Garrett said that after talking tc @ number of potenti:
acquirers in the years since it was foundad in 2001, Capital One was first one to seem i
good fit:

You can see where this is going, right? Samebody came along who finally, truly, see

to getit. A company with a great culture that shares and values our intellectual cur
Notice Something Different? and design sensiblilities, that wants us to continue doing great work Inside their

We all need an oceasional makeover. Welcome 1o ours. Even though we may look different, we're stil the same great arganization, but also continue helping others do great work too, by fostering dialo

Dank or the inside. 50, 1ake a |00k around, and enjoy the new view.

and teaching what we have learned. And that somebody, remarkably, turned out to
Capital One.

/
! Garretr also salc that the Adaptive Path team will stay together, and that it will continue

organize events and post on the Adaptive Path size. What it won':z be do'ng, however, Is
e T e 360 Checking 31000 0ff Closing Costs st Onlice ForLess providing any more outside design corsulzing — zll of that will now be directed toward:
Sot meea from your Vihen you buy a new home As in loss jargon, low $5.95 |
Earn Rewards fast on checking. Keep more in Of FRANANCE YOUT TONgage onine rades amd Yee ‘Bolving axperience dCSign problcms for Co pital One."

everything you buy with no your pocke:. Get started with us. Learn more rescarch Stat arew
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r o~ e INNEDC
B STRAIGHT-UF SERVICE DESIGNERS

Jamin Hegeman

Design Director at Adaptive Path

San Francisco, California | Design

Current Adaptive Path, Service Design Network

Previous Nokia, Carnegie Mellon University, Yum Yum Web
“ducation  Carnegie Mellon University
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G E O) -Ij- o t\\z 7—_\\-'jr/r \/ What is the industrial Internet?

» 2013 12AT YA —
» 2016/1 67ATHA F—

1. Intelligent
machines

Katrine Rau

Senior UX Researcher at GE
Copenhagen Area, Capital Region, Denmark | Design

Current GE, Service Design Network Denmark

Previous Copenhagen Institute of Interaction Design, GE, Service
Design Network

Education  GE Crotonville Global Leadership Institute
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9:45-10:00 Check-in

10:00-11:00 SAP 2014

B3 11:00-11:30 marshmallow challenge

11:30-12:00 RFERI&ETH AR

12:00-13:00 JL A%

13:00-13:30 EHH DEBAT

13:30-14:30 STEP 1. 2030 O—)L LAY

14:30-15:00 STEP 2. &k3[X

15:00-15:30 LA

%3 15:30-16.00 STEP 3. Ja—Fv—TUH (RFvh)

16:00-16:30 STEP 4. H—E X AT L

16:30-17:00 STEP 5. XEZAI50—K<vT (/\wIF ¥ XH)

17:00-17:20 STEP 6. %Ai Service Design & Management Lab.
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©2018%' Design for All For lecture only. Do not copy.
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INTERNET OF THINGS, |OT /4%

X—RJUIERSY — K7 w7 wagamama

P&GTOlayD Y IS4 F T —VREIBDEER (1997)
P&G — MIT Auto-ID Centerz&iz (1999)

ﬁ@t@t@%%”?;@ﬂ

SAO0000DDNT

“What if | took the radio microchip out of the
credit card and stuck it on my lipstick? If a
wireless network could pick up data on a card, it
could snatch data off a chip on a lipstick package
and tell the store what was on the shelves.”

Kevin Ashton (1968-)
Service Design & Management Lab.
ref: http://www.newsweek.com/2015/03/06/meet-kevin-ashton-father-internet-things-308763.html
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Ref: The Process of Design from a great height. by Damien Newman

Y Service Design & Management Lab.




|I|n|

=1 [CERZI T, 2030FEDFATES D1

¢ Service Design & Management Lab.

dlinl

1%(33:0)3:9(;7391\,\50)75 . BERULEKS

67




68

BaDA/R— 3 OELD #8 M

‘ D270 FHRRRIE JOLY A1 TR |
(i(EE2S=ll

VC, BPIV“J Fyo D—0TLAR S D o — /o
Y—RAERADKE  tASNS V=Y RY—=FT7vT
CVC PAF PRI 70554
BEB(DX) A/ N— 3 VP REROERFER
BHEFE AR

TOTCRHBE (BEA, RPA, Al, R—)CLR)

9 Service Design & Management Lab.



69

IDEODED A& DILER « EFE

JOY O RDODRI—TT
R vs. Ya1—I3YV

/ s \
58 CIRMR

*XiE vs. 1R

?égggz JOY T O RIRI P vs.
7 JL I ngi:f*yv
KO SZSET FooplF&E - HHE

'“&4 Service Design & Management Lab.



70

RO ANTRIEWC L

J0O050 R RI ¥
SEZHEHNEDDH

BEWE - KB SZF AL

LIRS \ i &
ATIVES ZFOY U ML—LOBRE e

9&4 Service Design & Management Lab.



Xhtd DERD

GHAIR CO R F)LIES

5

D EkRE

ﬁﬂi

71

E

FPEAL—U—-&U
XEDHHITD

C

55U —v Uik

AR A R L ¢
Agile

BRER

\ EKDIL: jD - ij:ttﬁslz%?(
N\ 1T§b-§_% BY (L-o

CNETOER
BEIZFEICXTT DR

BEDRINFRRE R ORZSE

— N/

/!-A-

TE

Service Design & Management Lab.



IREDER

8
“/\

AMER - B

5

72

YN EO) B EEE
SHEDTFR « ZRED S DIRE
BAE & DMEXE! - BB DXENE

DS59KR - YRFLARYAMME
JOKYA7T - Agile

N

EERRESOCLRDOFEEL
20—XV = RILOHEBR
WEREE - MHBDERD

. VIV EDTREDIG

N

REZFER - SFIHELY
fEERR D R0

FEFE IR DB
REABVE R - STEVIRE
FHUWD 7Y ROAEHEH

Service Design & Management Lab.






= = -—
""""""

----- §~< '
’

TEP FXBP 6 0% CTO. sevoames

-
~
S

ED DN DT

T BiEES(ED
ADBBWATZK.

PAUPDDZ ERS
EWzWHID THRAEK.
RATEHDAIZ
1 0FBEIEH 5,

CN>U3>2)L—ii !
FIEDERSIE
HAK) ! fR5FH) | BIENAY !

| “ | | r

N -

\

7’

74



=5_HB 5 0= SEXSR

PolEDFA, BODSOALSTIL—T—
RATT &M

| SZAFARAESOTE [EHEE
Bl 72D T
S (AR5 TERULTETOULTH R
B BATI L, D

FE R o F B VMBI A D R
‘ DSHRE?A-TSY—RIE? ?
ZAREINECE LR, FRABATT &,

______________
\\\\\\\\

---------
-

A mEZNCP. EEWELBLL.
EFCEEEHENS - - )
IS THEN T TAFICEMED
e BODF UL B RNDTI R

‘N , I
_______________
~~~~~~~
———————

>~-——

~
/4
I



(i |B: 48 RMAFSP TR

FLWLWC EFBFEREXT,
KiEBNdR !
SHAL>222F%>20T
AT 7 — LB

FAEICCNTNBD?
F—HDEMFL?

S5&£T10EICEDD?
REWRRIE ? BRHIKSE !

-y
,,,,

S
/////

-—— V4
~~~~~~~
S

-
-
7 ~

, BOBBRPAFZTUL
A HTIRWES. FHL

SV IERED. D
T%hﬁﬂbﬁﬁ&(h

\\\
_________

~ 4
~ e
-~ -
-~ -



ER #J) 42m B2BEX iR

A CTIh ? &ICHh<SHIFFIC
100%IR X AN PO,
HBHNRZMBITDET,

HEImEEIAMTEA !

HBESAEBSIBRSTIED
REZHFLTDIDX. M
FZ2120%ERXDKLSE

TN
A

———————————————————
————————————

’
’

_{eEE>ELOHMDLTE, |
[ RATZARBKEOMMR
TETEEIEZDOL

2 7
V -

\\\
————————

’
s’
TNmm—eet 77


https://www.google.co.jp/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjroO3hhKDaAhVKvLwKHetqCm4QjRx6BAgAEAU&url=https://www.onecareer.jp/articles/1269&psig=AOvVaw2t3_TarUEl-xW5qcIzd5Hx&ust=1522911173210599

A 15 35m HPEEI>>STY

BDOsDAETICLLDIC,
MLWSEZERSDT? !
FUEBD., TARIREN,

T > F7IEh 5Hiit
Ehhd. I—Y—DEFE

WTUS, mm!

7N ‘:)
] 1
________ U
TS ’/’— N\,‘»/ N\{ \:) h
I, \\
I 1
A BADSBDRH-T
4 N
] 1
\ D099 UldWKid— }
Seae _ _ N /
T mmEx&ME
\\~__.- , /ll
ML 3 /lL 5555555

78

S
~ P d
~, U d
=


https://www.google.co.jp/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjMuvHD_J_aAhXIXrwKHZ3pA8AQjRx6BAgAEAU&url=https://univa-jp.com/post/6593&psig=AOvVaw1fqGPgfPl3WfPX6NdKhNDc&ust=1522908341350268

18R HlF 26 SFCERicHEgih—I

-
"""""""""

[ FBRUVLWEALTVW30(E
S )~
. BHNRZECRBE
I3 A1 EIREF U T

/
~ by /
~~~~~~~~ \ ’
~ -,
~~~~~~~
,,,,,,,,,,
------ e So7
,/ \\/ ,)
______ / 1}
,z’ ~N
4
4

’
/
]
I
P

- EShEL\DhH,
. KU < B|ODD~
{ AYvH>iEDT
N RE UDMEIRIZ N,

\
~
\\
-

79



Za8 th— 23m FAD>

REFRBZSTIEDOXREWMLESE
ZUTHREUIEW!
BRI D ABICRDIZWN

ieEsa>eEhagaiEl. 1N
—3 3 2(CHRT DO THEREGE
SDTWELU. <D< TR

,,,,,,

——————

277N, /, ;&’ \\\ 27N
- /
,,,,,, 7 ——
/” “ \~\\ P \_/'
’ S I )
’ \ \ y;
.' p N
—
- WA FTEEILED !
P - (A} 4 c A
’
*

[ SHTERRAOES
I UVWRDo o o A o

-

RN . A’ 80

~
________

~ -
_______


http://www.google.co.jp/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiB1qHv_5_aAhWEu7wKHdmEAb0QjRx6BAgAEAU&url=http://www2.panasonic.co.jp/aec/blog/safety/2011/07/post-4.html&psig=AOvVaw2cQQJiIdVKYVDnHyUNN-d3&ust=1522909964629549

Ke fh— 38m% EIFSEE

SEIEEETES =L (T4
POTHAURRWNWITH, €5
WS EAEIFTOTIRET|LND ?

dA—Y—DcEZEODEER
TLEEWVWEK 1 B2 U<,

—————————
- ~ P ~
’ N

‘‘‘‘‘‘‘
’

ianar<mv—&x&3‘A“
_RARERS, OOZhAn,
i 62 LHERN S ! -

~
_______
________

P d
\\~ ’/
-

81



MERR : MBI ?2AHIEESKED T
WD ?2RILY FTDOK[FLETEZLTHED

Ste%p ]



83

Step 1. RV FORFETEZITHES

1. NRILY FDER

2. RV FHAER->TWBZ &

3. RILWVFHBERE LW &
VAR DREIRE (X h ?
VARLEESBDIEVDH ?

4. O—-ITLAvY

N Service Design & Management Lab.



5E5|EI AREREIT BTcHDT7A

Step 2




Step 2. KRZZEIRITBDZOHDT7A T

1. BhF7T=WWRILY F A TF

2. 2030FDRFKEHDEIR

r RIEFEAHBLIEVWDH?
r RIRTBDIEODPATPERARAY ETHUTHSED

P IZEZD?EDELDICERD?
DRUTHKLD

3.
4, —BRWPATPDRAL—U—ZESZS

N Service Design & Management Lab.



AKZEHULTHED | F—LER

Steﬁp 3



Step 3 KEK=

» WMEDNRILY FD ¥R—Iv -l - ot - % - §E

Np=i—y
N -

/=<

EUCHEKD | F—LFERK

KO TCEDKDICRILTDDH, BUTHKD

N Service Design & Management Lab.

87

(C



Y—EXAIRAT LA

STEP 4




89

TIOAIRTA TN EZ=LTEDESICH DT DDOH?
1.AT7—0 IV —DEFE

2. CVCADERK

Aw Service Design & Management Lab.



90

RAT—DRILSY —

l-|::|.' —_

).
(T

!ﬁ# Service esig.a.ent Lab.



CVCA(CUSTOMER VALUE CHAIN ANALYSIS, reE{tEEE 72 1T)

r BRY : 7O M TOCAOHRKIC, REEVPHEEERE. BRT
5INTCD7II—7ZHAEMCL, EZTOPDOED Zr[RLT %

» EARFE

1. WRETBDH—ERIVRATFTLICERT D775 — (A - B - BiR - &
maE) =FElT5

2. 7O —HEOBEFRZHESMNCT S (FF¥. JL—L | ZOMEYR
74 AV TRY)

3. MinzFxzvy (BEEGERILHDL?EEICE >TOMER? R E)

N Service Design & Management Lab.



92

CVCA#AI

FromneE— ARma (o] Fm

| G DHGe -~ &4 B STECERRREE. rHedN:

BLE=®UFNL
® HOME

- o R e

> Kﬂ-l_.!l:‘bﬁ
> KoBpy—

s FOT LA
8 TVCMICZ0 T

Aw Servi agement Lab.



rXE=ZEH5O0—-K¥Yv/

STEP 5




94

RFEENST 1Y

7 77/ 83 —C0utlook (IBM GTO)

3% - BEHAE

REDNSDY]D

KERBGRT 1>, VFUA
To=Zy

REMNS

JAxT—RI>®2y

RENS
I\ JF v X S

IBEERFKZ DG
A4/ N—=2 3

¥ Service Design & Management Lab.



95

KKEBIZT—ERYRTADTHA

ENEARKZEET D &
Z___|-7< I/_—j(

W9 E25RFETIE
ZrMEDEE LV

]%%Erﬂ/\b fﬁﬂ_ﬁ\bﬂiﬂ%/\@ﬁxﬁ SHY

?II

'“&4 Service Design & Management Lab.



96

AERHNSI\Y DO F R~ CRIRBELTE
IBEEREDX vy SIEET S

» RAEKZERIRT SIcHICEERINSHEEAH ?

m]]

» MEERVTR 71 T 7 2RI T B e ICIEZAHNE
hy?

N Service Design & Management Lab.



97

N1 LNILVEIRRT—2R
IR — TR F(0-2F1%)

IR I (3-55FEH)

RFE(B-10FEE)

JoIE
BT TS| 563

77 =01

IHE S RKFEx
fEfc f y i<
&@\\ ‘ A ] B P
YR
74?7~\_%ﬁ
P: Politics

E: Economy S: Society

N Service Design & Management Lab.

1. Technology



~ILY F HN-oTWBZ & AYFLImnwa &78
2018 2020 2025 2030
RKADNTBE F—LWNT B E THENT B E #HE - FJEINT B
&

5

Service Design & Management Lab.







x g

L



101

JOYI OISV
y POV IO ME

» BRI BRT—ORILY —
y BFEES
» POMALA

Y Service Design & Management Lab.



70310 DR

102

U WAESRLE | | | | BX1E DA E A
HEl | | | B+t TEHiE
FLURARRTD | | | REWEY 3>
fH kS | | | fHifEx P
1/ R—Y3y| | | | &
=1:0 | | | =1:0
EVRAHS | | | | FER=
BELZ7AY 76| | | | TJVUSH - OFDIC

5 Service Design & Management Lab.



103

TREERID ETHAUTD

Design tor ALL

@ o @‘;\\ ‘ :‘i’ssvfiety: for ,
y o \\‘ / erviceology
ement Lab.

.
%
.‘fi:‘rii'd"' I S S I P
[NTIRNATIONAL JOCIETY OF SERVICE [NNOVATION PROY

EISONALS

&,
; "IIII"



