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Urovné — vrstvy sluzeb pro designovani

Navrhovani tzv. ,service concept”
= myslenky, pojeti sluzby“

CO JAK
(benefity, vysledek (proces
poskytnuti) dodani)

1 — design prvk(, znakd, atributt sluzby

2 —design zazitku zakaznika (zazitek = pocit, dojem
zakaznika, vyplyvajici z interakce zakaznika se
sluzbou v pribéhu celého procesu tvorby a dodavani
— vnimani vSemi smysly na fyzické i kognitivni drovni)

3 — design procest a systémU dodavani a tvorby
sluzby

4 — design strategie, politiky, filozofie nebo ideologie
sluzby

Proces poskytovani sluzby

Primy zazitek zakaznika se sluzbou

Vysledek sluzby — benefity a vysledky poskytnuté
sluzby

Hodnota sluzby — benefity/ndklady, které zdkaznik
pro ziskani benefitd musel vynalozit

Ziskovost sluzby pro dodavatele




Jeden z modelli designovani sluzby
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Zdroj: Goldstein, 2002, s. 126




Souvislosti designovani sluzby s marketingem, managementem a vyzkumem
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Potrebné znalosti pro design sluzby

ZAKAZNIK ZNALOST A POROZUMEN{ KONTEXTU
Cile Faktory z PESTL analyzy

Hodnoty Kultura

Potreby Historie

Chovani konkurence

Demografické charakteristiky

Psychografické charakteristiky ZNALOST A POROZUMENI

Interakce s rGznymi prvky — subjekty a objekty DODAVATELU
Skupinova dynamika — napr. ,,psychologie
davu” — jak se zakaznici mohou chovat pfi

Zdroje (technologické, personalni,
rdznych podnétech v rdmci skupiny zdkaznikd

znalostni, financni...)

Politiky

Cile — kratko a dlouhodobé
Prekazky

Zodpovédnost a kompetence
Procesy a systémy
Rozhodovatelé

stakeholderi




Nastroje a metody pro designovani sluzeb

pochopeni

Benchmarking

Client segmentation
Context analysis
Contextual interviews
Contextual enquiry
Critical incident technique
Ecology map
Ethnography
[Experience test

Expert interviews
Focus groups

Gap Analysis

Historical analysis
Inconvenience Analysis

Interviews

Market segmentation

Mystery shoppers

Net Scouting
Observation
Probes

Reading
Service status
Shadowing
Thinking Aloud
Trend Scouting
User Surveys
CW’'s

Insight matrix

CATWOE
Brutethink

Fishbone diagram
Lateral thinking
LEGO Serious Play

Mindmap

Parallel thinking

Personality matrix

Tested and tried components

Inspirational specialists

Bodystorming

Brainstorm

Brainwriting, -shaping, -racing, -station

Experience sketching
Feature tree

{Group) Sketching

Idea interview

Open space technology
[Parallel design
Randomiser

Think Tank

uUnfocus group

Affinity Diagrams

Priority matrix

premysleni

Specification
System thinking
Thinktank

Touchpoints

Total quality flow charting

Visual thinking

Filtrovani —
vybér varianty

sluzby
(hodnoceni —
subjektivni,
heuristické,
ekonomické,
pravni....)

Generovani
(myslenek, reseni...)

Card sorting

Character profiles
Cogsnitive Walkthrough
Constructive INnteraction
Diagnostic evaluation
Evaluation review
Expert evaluation
Feasibility check

Focus Groups

Heuristic evaluation
FPersonas

Pluralistic vwalkthrougsh
Retrospective Testing
PEST analysis

Sticker vote

SwWOT analysis

Task analwvsis




Komplexni model designu sluzeb
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Service blueprinting — metoda zlepsovani i
designovani sluzeb — c¢ast celého procesu

Proces designovani sluzby:

1. Definovéni idedlniho procesu tvorby a doddvani sluzby se zacilenim se na rizné
interakce: zakaznik — fyzické prvky sluzby; zakaznik — primy kontaktni personal =
,front-office”; zakaznik — neprimy kontaktni personal =, back-office); primy kontaktni
personal — neprimy kontaktni personal; pfimy i nepfimy kontaktni personal a dalsi
personal podilejici se na tvorbé a dodavani sluzby  od iniciovani procesu az po
skonceni dodavani sluzby;

2. Identifikace kontaktnich bod( mezi zdkaznikem a poskytovatelem sluzby (na vSech
urovnich ) — body interakce. Tj. vSechny zdkaznikem vnimané kroky procesu tvorby a
dodavani sluzby;

3. Definovani ¢asu vynaloZzeného a straveného u jednotlivych krokd procesu, hranice
tolerance ¢asu a pozadované zdroje pro jednotlivé kroky




5 drovni interakce:

1. Linie (¢ara) interakce zakaznika — oddéluje procesni kroky
jednotlivych aktivit v ramci tvorby a dodani sluzby, které zakaznik
Cini nezavisle — bez primé interakce — s poskytovateli

2. Linie (¢dra) viditelnosti — oddéluje aktivity, které zakaznik mlze
vidét (citit, vnimat..) (nad carou) od téch, které nemize (pod
carou)

3. Interni linie (Cara interakce) - oddéluje aktivity, které se primo
vztahuji k poZzadavku zdkaznika od podpurnych aktivit. Podptrné
aktivity slouzi jako priprava primarnich aktivit, ale nepatfi do
pozadavku (napriklad uklid hotelového pokoje).

4. Linie (¢ara) kontroly — oddéluje pripravné aktivity od jinych
manazerskych aktivit.

Procesy — aktivity/¢innosti — délka ¢asu a naklady —
potrebné urcit — zmeérit, odhadnout...




Exhibit | Blueprint for a Corner Shoeshine

Standard B o - o~ .
- - rush Apply Buif s + ~,
execution time shoes Dtltjlis""' ~ollect '
2 minutes " ————| payment
\ S

Total 20 20 45 15
acceptable seconds seconds seconds seconds
execution time e
5 minutes P N

Fail ™ W'I'O“g

i point | ¢olor

'\\_ o

b Seen

e R Clean
y customer | Spooe

45
seconds

Materials
{e.qg., polish,
cloth)

Facilitating products

Line of
wisibility

by customer
but necessary

¥ performance

Facilitating services
and products

ties, and building in fail-safe measures, the designer
must consider the execurion.

Since all services depend on time, which is usually
the major cost determinant, the designer should es-
tablish a standard execution time. As a blueprint is
a model, the design should also allow for deviation
from standard execution time under working condi-
tions. The amount of latitude necessary in the time
frame will depend on the complexity of the delivery.

In the shoeshine example, the standard execution
time is two minutes. Research showed that the cus-
tomer would tolerate up to five minures of perfor-
mance before lowering his or her assessment of
quality. Acceptable execurion time for a shoeshine
is then five minures.

R P s P (R e o - T |

Exhibit Il

Shoeshine Profitability Analysis

Execution Time

3 minutes 4 minutes

$.50 $.50

Time @ £.10
per minute

Wi O

Other

operating

sxpenses e 0
Total costs 5.42 5.52
Pretax
profit .08 (5.02)

Shostack: Designing services that deliver — viz ¢lanek v ISu
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