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Design informacnich sluzeb

Uvod do predmétu

Ladka Zbiejczuk Sucha
23.9. 2022
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Design informachnich sluzeb?

Introduction to i’b&
Information Science J . .
It’s Not Ree—m Science:

Design Epistemology and Libraries

Rachel lvy Clarke, MLIS, PhD
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Oborova zakladna informacnich sluzeb
(a knihovnictvi)

56 — Librarianship of the Internet with Lou Rosenfeld

® The Founder and Publisher of Rosenfeld Media: Lou Rosenfeld 0 d LInformation scientists were studying information system performance long before
Prehratpo..  Sdilet the Web was a sparkle in Tim Berners-Lee's eye. They've known for years that

users had a terrible time finding the information they need in CD-ROM databases,
library catalogs, and other online systems.* (LR)

B & Youlube [

Listen to Podcast Audio

P o000

T — https://www.thundernerds.io/2017/03/librarianship
ke -of-the-internet-w-lou-rosenfeld
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Sluzby

» 1he difference between products and services is more than
semantic. Products are tangible objects that exist in both time and
space; services consist solely of acts or process(es) and exist in
time only.

G. Lynn Shostack,
How to design a Service, 1982
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Sluzba =

« Vymena hodnoty (tu urCuje uzivatel)
« V nekterych pripadech vymeéna probiha nepfimo (verejné sluzby,
sdilena ekonomika)

« V nekterych pripadech neprobiha nebo se zrcadli v Sirsich
socialnich interakcich
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A serviceis
something
- that helps

someoneto
do something

L.
.......



Good services
are verbs

Bad services
are nouns
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Design sluzeb

symbols objects

visual design industrial design
graphic design

Adapted from Richard Buchanan's "Wicked problems of Design Thinking"
Zdroj obrazku: https://www.imaginarycloud.com/blog/what-is-service-design/
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Design sluzeb
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EXPANDED SERVICE pE.
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Zamereni na uzivatele/cloveka

, Velmi zaleZi na slovech, ktera pouzivame. Méni totiz zpusob,
kterym o vecech premyslime. Napriklad slovo ,uzivatel’ je hrozne.
Za kazdou cenu se ho snazim vymytit z naseho slovniku. Myslim,

ze to spravne slovo je ,lidé" «

Donald Norman
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User Journey Map O

Bdrbara Alvarez 0

a - & & & B @

"I'll come some other
day for the book.”

“It looks like a strict place...
not very inviting.”

"“We'll need to make a stop
to go grab something to eat"

S

“"How rude! We are not going
to be able to work like this.."

“We need to find another
place to work...."

BACTIONS

BEFORE DURING AFTER

ON THE WAY TO THE LIBRARY LIBRARY ON THE WAY HOME




User ProtoJourney Map O

Bdrbara Alvarez 0

“I want a coffee. Woaw! “Let’s go to the atic to get
Thay've got muffins!!” some fresh air”
;ZI;:;'?ES‘-‘EW '--I‘I‘I'---I-..‘.
al -
[ ]
- " 2 -

“Productive day! We're
- ' . " returning tomorrow.”

“¥ei! We have our own space
to not disturb anyone!™

ALTHONS

'
BEFORE DURING AFTER

ON THE WAY TO THE LIBRARY LIBRARY ON THE WAY HOME




Klientska trasa

"Chceme se vzit"
Cesta na Matriku

Akce
Co Klient d&la? Co je jeho
cilem?

Kontaktni bod sluzby

S jakymi prvky sluzby
klient pfichazi do styku?
Co vytvali jeho zaZitek ze
sluzby?

Fotografie
Jak misto vypada? Které
detaily jsou dileZité?

Customer Feeling
Jak se klient citi?

Kdy je spokojeny a kdy
frustrovany?

Co si klient mysli?
Jak o prichodu sluZbou
klient mluvi?
(Autenticke vypovédi

Z wyzkumu)

"Jaky wchod
marme
pouit?

L —

Webové
stranky

Venkowni
cedule

L —

Malezeni a

pochopeni cesty
na matriku

Qrientacni
tabule u vchodu

"Wyhovuje mi
znaéeni podle
barev™

Dotaz
na
recepci

Recepce

—

recepd mi
poradili™

Hledani téch

spravnych dvefi

Navigacni
systém

Pracovigté

Cekini na
obslouZenl

Cedulky
u dnefi

"Nasli
jsme to"

Vyfizeni
pozadavku v
klienstke zoné

Cekdrna Kancelaf
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Sluzby jako proces

AN INTRODUCTION
TO SERVICE DESIGN

Lara Penin
On one hand, for some designers, previously accustomed to

the assurance of tangible artifacts, entering the
unpredictability of services and interactions will seem
painfully complicated, or at least challenging. Product
designers know that they will design a three-dimensional
object, graphic designers knows they will be designing a two-
dimensional visual piece, and architects know they will be
designing a physical space. Service designers might not know
what they will be designing until further into their research

Des gn ng
the
nv's ble

process.
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Prozitek/experience

« Forma percepce a responze pri vyuziti produktu, sluzby nebo
systemu

SO 9241-210:2010 Ergonomics of human-system interaction —
Part 210: Human-centred design for interactive systems.
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Customer atways believes
 he'she is right
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Designove mysleni jako zakladna

We are all DESIGNERS!

Learn about
the audience
for whom you
are designing,
by observation
and inteview.
Who is my
user? What
matters to this
person?

18 Zapati prezentace

Create a
point of view
that is based
on user needs
and insights.
What are their
needs?

Brainstorm
and come up
with as many
creative
solutions as
possible.
Wild ideas
encouraged!

PROTOTYPE

Build a
representation
of one or more
of your ideas to
show to others.
How can | show
my idea?
Remember: A
prototype is
just a rough

draft!

Share your
prototyped
idea with your
original user for
feedback.
What worked?
What didn’t?

https://dschool.stanford.edu/resources
/getting-started-with-design-thinking
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Definition Execution Iteration Pie \

Strategy and planning. Why? How? The goal is to offer an optimal solution. What? Iterative testing and learning P

[
) & 2 N
Personas, [
prafiles, Wireflows,
sl e R ¢ Q 2N
models staryboards principies, KPI's clicleables concept mackups: ' e
Problem Solution L]
Problem Chient Experience.  Definition Prototyping Definition of final ’ D
. Empathy Ideation strategy . Salutions solution Refinement 8 .
Initial g . : ] . Plan e oo e i Launch
vision : E H E E ] :
L Understanding  Product Prototype. be Sketch Teat User test Campaign g
the market. Strategy options prototypes Assembly
Competitor Value proposal  Vision pieses Roadmap Shetches & Jobs-Te- Heuristics
analysis Elevator ‘Mackups Map of Storyboards Be-Done User testing
llustratod sconarios product Prototyping
Trends analysis avalution

Discover Define Design Deliver

Research and Synthesis and Ideation and Implementation and

Observation, Problem Definition, Design, Develop Measurement,

Insight into Explore Define, Test, Deliver Listen,

the Porblem Scope down the i i that Work &
Focus Solution Receive Feedback

The LOOp Observe | Reflect ' Make

"&»& Restless reinvention
-
Q IMPLEMENT EMPATHIZE 0 £ A focus on user outcomes
Put the vision into effect. Conduet rescarch @ o e o
c Multidisciplinary teams

INSPIRATION

ta develap an
understanding of

%
&
$
&
Pl
3 OLr USers.
S v

TEST DESIGN DEFINE
ramioyries THINKING  corsneatyour msemQ

for fescback. and observe whare your

1 0 1 users' problems exist.

PROTOTYPE IDEATE

cll@

Build real, tactile Generate a range of

IDEATION IMPLEMENTATION S

A ]

Hills » Playbacks > Sponsor Users »

Align teams on Stay aligned by Invite users into the

meaningful user regularly exchanging work to stay true to real
EXPLORE outcomes to achieve. feedback world needs
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U ome
ARTS

Metody Principy Pristupy Projekt

100 metod

Rozcestnik metod pro odpovédny design informaénich
sluzeb. UEebni pomtcka (nejen) pro studenty a studentky
Katedry informacnich studii a knihovnictvi (KISK) na FF MU.

Metody Poznavani

Definovani

Navrhovani

Ovérovani
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Model vyspelosti v designu sluzeb
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Model vyspelosti v designu sluzeb

Explore

Scale

Integrate

Thrive
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People and
Resources

There are some service
design enthusiastists,
but the majority is

not involved. There is
no budget, time and
facilities dedicated

to service design

First project teamn of
enthusiasts is formed,
often in collaboration
with a design
agency. Budget and
management buy-in
are still missing.

Increasingly more
people get involved
and incidental budgets
are created for service
design projects.
Reoms and facilities
are being hijacked.

The majority of people
is engaged with
service design and
teamns have dedicated
service design budgets
and facilities in place.

Everyone is involved
in service design

and is aware of his
/her impact on
customer experience,

Tools and
Capabilities

Knowledge of
service design is
scattered throughout
the organisation,
mostly self-acquired
through books,
articles or trainings.

First capabilities
(sometimes adjacent
to service design)
are being bundled

in the project teamn,
mostly coming from
multiple people.

Capabilities are
spreading outside

of the initial team.
First employees start
to specialise and CX
/8D departments
are being formed.

The company

has a unified
methodology and
aligned capabilities.
The capabilities are
now decentralised,
and are present
within each team.

Methodology can be
let loose, as employees
act from the right
beliefs and mindset.

Beliefs and
Behaviours

Dominant beliefs are
business-focussed and
risk-avoidant. There

is little collaboration
and creativity and
decision-making is
driven by hierarchy.

Beliefs about
customers have

a predominantly
functional focus. The
value of a holistic view
and collaboration are
being established.

Beliefs around

the customer are
mainly transactional.
Decision-making is
increasingly based
on empathy and
customer centricity.

There is an emerging
experiential focus

on the customer.
Experimentation is
cultivated through

a ercmg customer-
centric vision.

Focus on the customer
is now relational,
where customer
obsession is evident
on all levels across

the organisation.

Organisational
structure

Generally, there isa
siloed organisational
structure. No systems
and responsibilities
regarding service
design have been
assigned.

The first multidis-
ciplinary team is
being formed. First
initiatives are taking
place, regardless

of organisational
structure.

Interference with
the existing way

of working is felt.
Silos starts to suffer
under the demands
of multidisciplinary
teams.

The silo-breaking
structure is fully
institutionalised.
The teams have
ownership and
mandate over their
{part of the) service.

The new organisational
structure allows

for close co-

creation of service
experiences within
and across teams.

Metrics and
Deliverables

Customer-cenitric
metrics and
deliverables are
non-existent.

First project

often creates

first deliverables,
like a customer
journey map. First
measurable results
are often lacking.

Project results are
becoming increasingly
apparent. First
customer-centric KPls
are set specifically for
the CX/SD department.

Customer-centric

KPls go company-
wide, which stimulate
a multidisciplinary
culture. Customer
centricity is now
represented on C-level.

Each initiative is tied
to customer-centric
metrics that contribute
to a better customer
relation. Itis important
for the entire C-suite.
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Design (informachnich) sluzeb v kontextu

,pesigner ma sen, ktery jde daleko za to, co dnes existuje. Snazi se
vytvorit takove reseni, v nemz se odrazi hluboké porozumeni
zakaznikovy situace a Sirsiho spolecenského kontextu."”

David Kelley,
IDEO
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It's complicated...

< Design for Interactions >

.........................................
L] aa
......
.........................................

..............

.....
»
...........
......
................
------
.....
] L
I' L]

¢ Built World . Design  Design *, Transition , Natural
Products : for : for Social : Design  : World

Communications

.'-__ Environments s Service Innovation

Design Tracks Areas of Design Focus Context for All Design
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Design pro socialni inovace

ZMENA_
SySTEMD

v

?RILEZ ITOSTI

/q V4 2\y

L
’
'
) 0
’ . ROST
.’ S N — &
S hER SCALING
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Design ,,for good”

Backcasting

Backcasting from the long-term vision
to the present, creates a transition

Presen’[ pathway and projects become “steps”

in a transition toward the desirable future

2.TRANSITION PATHWAY

e / T—
M - F e
.ol 8. S
[ifferent types of projects are linked to each Mid-term visions provide When the mid-term vision is
ather via mid- and long-term, co-created tangible goals and objectives  achieved, the outcomes inform
visions. These “ecologies” of projects and initia- that near-term projects can aeyclic process of long-term

tives becomes “steps” along the transition steer toward
pathway toward the desired mid-term future

revisioning that ensures the

Diagrarm: Irwin, Kossoff, Tonkinwise
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vision remains vital and relevant.

Desired
Futures

Co-created, long-term visions
serve as both “magnets”
drawing stakehalders into the
future, and 2 "compass” by
which to steer near- and mid-
term projects.

semestr
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Design sluzeb jako veda, praxe, komunita
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Design sluzeb jako veda, praxe, komunita

Designer's Role
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Dekuji za
pozornost
Otazky?
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