Designove mysleni

pro informacni sluzby

@jonnyschneider
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o Navrhovat zcela nové sluzby nebo zlepSovat to, co uZ délate. Postupovat pfi
tom s jistotou a stavét na pevnych zakladech.

o Zjistovat, co lidé potfebuiji, Iépe jim porozumét. Zajistit tim uspéch vasi
prace u téch, pro které to délate.

o Navazovat a udrzovat smysluplnou spolupraci - s partnery, s kolegy, s
klienty, s uZivateli. Délat véci participativné.

o Byt odvazni a kreativni, pritom stat kriticky nohama na zemi, ucit se z chyb
a vyvarovat se zbytecnych preslapu.

o Neustéle se zlep3ovat, byt zvidavi a pfizpusobovat své sluzby ménicim se
podminkam a potrebam lidi.

K cemu to?



, The 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



Sluzba =

Vymena hodnoty (tu urcuje
uzivatel)

V nekterych pripadech vymeéna

probiha neprimo (verejné
sluzby, sdilena ekonomika)

V nekterych pripadech
neprobiha nebo se zrcadli v
SirSich socialnich interakcich




nDesignér ma sen, ktery jde daleko za to, co dnes existuje.

Snazi se vytvorit tahove Feseni, v némz se odrazi hlubokeé

porozumeéni zakaznihkovy situace a sirsiho spole¢enshéeho
hontextu.“

David Kelley,
IDEO
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THIS IS
SERVICE
DESIGN
THINKING.

A COMPANION TO THIS IS
SERVICE DESIGN DOING

THIS IS
SERVICE
DESIGN
METHODS,




JAK DOSAHNOLUT
PRVOTRIDNI UROVNE
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na uzivatele zameérené (user-centred),
spolecné vytvareneé (co-creative),
sekvencovaneé (sequencing),

A4 ) 4 O n u
zalozene na dukazech (evidencing),
h O I iSt i C ké ( h O | i Sti C) m [This is Service Design Thinking, Schneider a Stickdorn, 2011]



1.Bohati uspeéesni
A: Bohati sefove
B: Starnouci v hojnosti
C: Vzkvétajici rodiny

2. Prosperujici obyvatelé meést
D: Prosperujici odbornici
E: Vzdélani obyvatelé mést
F: Ctizadostivi singles

3. Zabezpeceny zivot
G: Na zacatku
H: Zajisténé rodiny
I: Usazeni na predmeésti
J: Obezfetni dichodci

. Skromnéeé prostredky
: Asijské komunity

Postindustrialni rodiny
: Délnické dédictvi

2 X b

. V tisni

: Rodiny v tisni

. Singles se zavazky

P: Tézky zivot na sidlisti

Q: Neprizen osudu v centru
mesta

o=2wu

ACORN pro geodemografickou
segmentaci obyvatel



Koncepcni pohled na sluzby: Restaurace

INTERAKCE
S obsluhou
S dalsimi hosty
Predepsané role obsluhy a zédkaznik(

HODNOTA PRO ZAKAZNIKA A FIRMU
Vhodny business model

PROSTREDI Vynosnost

Interiér
Osvétleni, hudba, viné
Artefakty, napf. zakaznické karty

Monitoring naklad
Dalsi rozvoj

BACK OFFICE
Plynulost sluzby
IT a business procesy
Supervize




®

design symbolické a vizualni komunikace,

design hmotnych objektd,

design aktivit a sluzeb,

design komplexnich systému nebo prostiedi pro
zivot, praci, odpocCinek a vzdelavani



Velmi zalezi na slovech, ktera pouzivame.
Meni  totiz  zpusob, kterym o vecech
oremyslime. Napriklad slovo ,uzivatel je
nrozne. Za kazdou cenu se ho snazim vymytit z

naseho slovniku. Myslim, ze to spravne slovo je
lide' -

Donald Norman



Klientska trasa
"Chceme se vzit"
Cesta na Matriku

Akce
Co klient déla? Co je jeho
cilem?

Kontaktni bod sluzby

S jakymi prvky sluzby
klient pfichazi do styku?
Co vytvari 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 priichodu sluzbou
klient mluvi?
{Autentické vypovédi

Z vyzkumu)

“Jaky vehod "Vyhovuje mi
méne znateni podle recepcn mi
pouzit?! barev™ poradili™

Pracovisté
Freni
Po::)‘;::?‘c: sty D:t:l Hledani téch Cekini na po\g d;\eI::J ¥
Vi obslouZenl
na matriku recepci sprévnych dvefi : klienstké zoné
P e Orientaéni Ratepce Navigacnl Ceduly  rosma  Kancelst
stranky tabule u vchodu u dnefl
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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
process.

AN INTRODUCTION
TO SERVICE DESIGN

Lara Penin

Des gn'ng
the
nv's ble




» Designové mysleni v akademickém kontextu

» Frayling (1993)
1.Vyzkum designu (research into design) je pristup,

kterym zkoumame estetiku, percepci dila Ci historii
designu jako takového.

2.Vyzkum pro design (research for design) odpovida
modelu, ve kterém jsou vysledky vyzkumu pouzity
jako podklad pro navrh dila Ci produktu.

3.Vyzkum skrze design (research through
design) predpoklada, ze samotné dilo Ci produkt je
nastrojem experimentovani a vyzkumu, pricemz
zkoumame néjakou zmeénu (behavioralni,
spolecenskou atd.).


https://researchonline.rca.ac.uk/384/3/frayling_research_in_art_and_design_1993.pdf

O cem by to také mohlo byt?

- uvod do service designu

- budoucnost service designu

- kompetence designera/ky

- metody a metodiky: vyzkum, analyza, navrh,
testovani

- nastroje pro service design

- design v organizacich, designova vyspelost
- design a agilni vyvoj

- socialni inovace

- design for good

- kritické pristupy k designu



"transformace existujicich podminek do
preferO VanyCh,, (Simon, H. A. (1996). The sciences of the artificial (Vol. 136).

MIT press.)
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Designové 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?

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!

Qo
Build a G

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/resource

s/getting-started-with-design-thinking

Zapati prezentace 19


https://dschool.stanford.edu/resources/getting-started-with-design-thinking
https://dschool.stanford.edu/resources/getting-started-with-design-thinking
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M U N I 100 metod
ARTS

Metody Principy Pristupy Projekt

100 metod

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

Metody Poznavani Definovani Navrhovan| Qvéfovani

https://kisk.phil.muni.cz/100metod



https://kisk.phil.muni.cz/100metod

Explore

Prove

Scale

Integrate

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 team 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.
Rooms and facilities
are being hijacked.

The majority of people
is engaged with
service design and
teams 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 team,
mostly coming from
multiple people.

Capabilities are
spreading outside

of the initial team.
First employees start
to specialise and CX
/ SD 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 strong 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-centric
metrics and
deliverables are
non-existent.

First project

often creates

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

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

Customer-centric

KPIs 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, It is important
for the entire C-suite.



It's complicated...

< Design for Interactions >
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23



F =

Design pro socialni inovace

ZMENA
SYSTEMD

*

&
TESTOVANI
REALLZACE s
&
IRTLEMENTACE

- 2RoKAZAN npAKTU O‘%

R0ST
&
SCALING

~—D

24



Kdo je designér/ka sluzeb?




#HumansofUX

Vysledky scitani
ceskych a slovenskych
UX profesionalti

Jitka BartoSova, Ladislava Zbiejczuk Sucha,
Jachym Kubadek a Alexandra Jakabova

UX report 2021


https://www.humansofux.com/cz/vysledky-scitani-2021

UX designer

Produktovy designer

UX vyzkumnik

Ul designer

Web designer

Interaction designer

Service designer

Jine

UX zameéreni
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Co je to instituce? Je to ustalena struktura
jednani lidi a jejich oCekavani. Takova
instituce muze byt napriklad byt, kde bydli
nekolik spolubydlicich. Instituce jsou
nepsana (a pripadné i psana) pravidla
vzajemneého chovani a ocekavani od
ostatnich (aby se napr. v noci vSichni
vyspali, prip. aby byl porad Cisty zachod).



ustalena rutina interakci mezi lidmi +
ocCekavani lidi
To, jak skutecné vypada interakce, zalezi

na spousté faktoru:

cas a prostor, hodnoty, motivace, komunikace,
rizeni a role, odpoveédnost

Institucionalni design tedy nelze vnimat jako
sepsani pravidel, vytvofeni nastroju a predani
obojiho lidem — jde o komplikovany
management zmény.



Metody
Metody navrhového mysleni jsou zpusoby,
jak rychle najit problémy (bolava mista
produktu Ci sluzby), najit jejich reseni a
otestovat, zda jde o reseni spravna
Hodnoty
Hodnoty jsou zakladni stavebni kameny,
od nichz se odviji povaha problému a
zpusoby teseni. Jsou to odpovédi na
otazku ,,proC neco delame tak, jak to
delame".



Implicitni: co chci?
Explicitni: proc to chci?

DuleZité je, ze hodnoty je potfeba , odhalit"
a explicitné definovat, abychom s nimi
mohli pracovat. Mnoho produktu a sluzeb
pracuje s implicitnimi hodnotami, intuitivné
— a Casto to muze stadit. Ndvrhové mysleni
se vSak snazi najit proC néco delame, tak
jak to délame — a diky tomu zjistit, jak to
delat lepe.



SERVQUAL je metoda pro méreni kvality sluzeb, kterou
vyvinul Zeithaml, Parasuraman & Berry v osmdesatych
letech. Ustanovili pét rozdill mezi tim, co zdkaznici oéekavaji
a mezi tim, co dostavaiji.

Rozdil mezi tim, co zakaznik ocekava a tim, co si
instituce mysli, ze zakaznik ocekava.

Rozdil mezi tim, jak management instituce vidi to, co
zakaznik dostava, a jak to vidi samotny zakaznik.

Rozdil mezi navrzenim sluzby a tim, jak sluzba
doopravdy funguje.

Rozdil mezi reklamnimi sliby a tim, jak sluzba funguje.

Rozdil mezi tim, co zakaznik ocekava a tim, co instituce
poskytuje.



lidske
fakt

design zaméfeny na
dojem uZivatele
pramyslovy
] = d esi grl
interakcéni design

interakce ¢lovéka
s pocditadem

Dan Saffer



Zjednoduseni

context

content users
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AU AN cENTERED DESIGN

O©® HEAR more ®WE® CREATE more HW©E DELIVER more

e O

Mt TP Redh w-e

Phrase the Challenge Community-Driven Discovery  Empathic Design Build On The Idea Evaluate Outcomes Holistic Impact Assessmen



Zakaznik do centra deni ...

... @ mapovani jeho zkusenost;
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EVIDENCING

rood

BLUEPRINT
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'ma Bolt

mohla co
reakce hracty.
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* Uréeni kontaktnich mist (touchpoints)
* Vymezeni roli zakaznika a obsluhy

* Audit podpurnych procest

* Analyza problematickych mist

* Storyboarding

/akaznikova cesta sluzbou



Design momentu pravdy

- -

* Jak by méla nova sluzba vypadat?

* Co bude délat zakaznik a jakou zkusenost si odnese?
* Jak zajistime pripadné chyby (tzv. service recovery)?
* Jaky bude novy business model?

P -




Prototyp

* Rychlé ilustracni prototypy

* Video a grafické zpodobnéni vize
* Focus groups

* Testovani v realném case

N



KLICOVE HODNOTA, VZTAH
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The Business Model Canvas

Designed for:

Designed by: o

Iteration:

Key Activities
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e

dyaad
In [ rmd p it c3 T dad
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www.businessmodelgeneration.com
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Designove

__I Tdentifikovini potfeb a nastaveni

cili
Hledini aktuilnich zdrojd l
vyditi aktwilnich zdrojd ]

i

Kombinowind informaci z rdzngch zdrnjlfl]

.
-

Generovani napadid na zdkladé
nalezenych informaci

| PFedilidini argumenti zaloFengch na
dilkazrech

Rozbiti systému

Experimentovini se systémem ]
Modelovdni J prototypovand systému ]

Iterace

diag Tvorba teorie

fnil

Tworba modelu

TestovinT modelue

Ziskani zpetmé vazby

Iména modelu [/ redesign

= Reevaluace modelun

S— W— S SE— L S

Rozhodnuti (pfijmeuti / odeitouti
madle )

Rozpoznani piileditosti pro inovace
na zakladé vyzkuma

Inmovativni pristuply) k iteraci

Predstaveni inovaci esteticky
soudrimym rpdsobes

Pouzivani IdentiFikace DT termind (ckece,
prototyp, iteraci, akéni plan,...J}

izka wwirvalosti

, Zaclenéni 0T

Adaptovani parametrd na pozadani

Aplikovani terming DT we spravnésm
kontextu

)
|
Rizeni Casu ]
)
|

Kompetencni model design
thinker (Razzouk a Shute, 2012)



K testu

 Projdéte se nas kurz Lepsi sluzby (nemusite plnit
ukoly)



https://kisk.thinkific.com/courses/lepsi-sluzby
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