
New Grounds, New Challenges?
Exploring Stakeholder Research in Service Design

Fabian Segelström



Service Design

?

Presenter
Presentation Notes
Before starting to discuss the studies in further detail I want to take a few minutes to discuss how I define service design in the thesis.The definition takes theoretical developments in service and design as its starting point.



Service design can be described as the use of a designerly way of 
searching for solutions to problems in people-intensive service systems 

through the engagement of stakeholders

Presenter
Presentation Notes
Definition I use in thesis. Some concepts in the definition which need to be explained themselves



Service design can be described as the use of a designerly way of 
searching for solutions to problems in people-intensive service systems 

through the engagement of stakeholders

Presenter
Presentation Notes
Concepts in need of further exploration



Service

?

Presenter
Presentation Notes
My view of what service is comes from how service management and marketing has evolved their view of what service is.



IHIP
Intangibility – Heterogeneity – Inseparability - Perishability

Presenter
Presentation Notes
In the early 1980s, service management and marketing were at a similar point in their evolution as service design is now. They had been arguing for that services were different than products so the definition of service which emerged had a strong focus on defining how services were not-products. Four main characteristics which became known as IHIP emerged – first summarized in a literature review published in 1985. IHIP is like a sunset.Intangibility: The intangibility of services only refers to that services cannot be touched. In the words of Zeithaml, Parasuraman, & Berry (1985, p. 33): “Because services are performances, rather than objects, they cannot be seen, felt, tasted, or touched in the same manner in which goods can be sensed.”Heterogeneity: Services are delivered by different individuals whose temporary mood fluctuates over time, which leads to the fact that the outcome of a service procedure cannot be standardized in the same way as goods production can be. This leads to further complications when a customer is involved in the process, a customer which is different in engagement, attitude and so on from the previous and next customer. Also known as non-standardization, variability and inconsistency.Inseparability: The production of services is inseparable from the consumption thereof. Matter of fact, Zeithaml, Parasuraman, & Leonard (1985) did use the longer label “inseparability of production and consumption”. This also highlights that customers of a service also are co-creators of the services.Perishability: This is an extension of the inseparability claim, which focuses on the stability of a service rather than the customer’s role in the production. A service cannot be pre-produced and saved for later. It highlights the need to have the right amount of resources available at any given point: “If demand is low, unused capacity is wasted. If demand exceeds capacity, it goes unfulfilled and business may be lost” (Lovelock & Gummesson, 2004, p. 29).



Service Dominant Logic

Presenter
Presentation Notes
This view of services as not-goods was however challenged by several authors in the early years of the new millennium, the most influential thereof being the call for a paradigm shift by Vargo & Lusch, first published in 2004.This view holds that services are the fundament of all transactions, and goods are just tools to perform that service. You do not buy a drilling machine because you want a drilling machine, you want to have the ability to make holes in walls.For another example of this take a tourism-service in Lisbon. You rent a small rebuilt mofa which seats two persons and you can use the vehicle to explore the city. The company offering the vehicles have also added a GPS in each vehicle and in provides suggested routes rto explore different aspects of Lisbon. You have small set maps which shows the routes, and you can set the GPS to give you directions for each suggested route. But as you drive yourself you can go as you please. The products rebuilt moped, GPS and maps together offer you the service to explore Lisbon as you wish.The example also highlights another aspect of the service-dominant logic; the customer of a service is also a co-creator of the service. In this case you create most of the service yourself – the company only provides a service proposition.



“people-intensive service systems”

Presenter
Presentation Notes
With this in mind, let’s look at the service part of my definition of Service design again; people-intensive service systems. If we start from the back, the service dominant logic suggests that services consists of systems of products and actions. And the actions need humans to perform them, which is why the service systems need to be people-intensive.To take one more example; the man above was selling me the ability to make fantastic coffe at home. He did so by using his actions of weighing, grinding and packaging the product coffe beans with help of various tools such as weights and a coffee grinder.



“designerly”
“engagement of stakeholders”
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Presenter
Presentation Notes
And a quick look at the design words which might be in need of exploration.I take designerly to refer to he use of the traditional tools and methods used by the design disciplines from which service design has taken inspiration.Engagement of stakeholders: service design sits firmly in the user-centred design tradition but as non-digital services involve humans on both sides of the delivery we need to see both as users. Would we design a system for the public yet other groups become relevant to design for. So rather than talking about users I prefer to talk of stakeholders.



Findings
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Presentation Notes
As I’m halfway through my PhD I do have a number of intermediate results, summarised in my licentiate thesis presented in October. It focused on how the results of the stakeholder engagement is visualised for use in the design process.



Visualisations are a crucial part of 
service design practice, but the 
service design community needs to 
be aware of how they use them and 
which effects it has on the image 
portrayed of the service.

Presenter
Presentation Notes
Summarising the thesis in one sentence



Basic techniques and long-tail

Presenter
Presentation Notes
The table here is a different representation of the categories presented in the last slide.  The categories have here been extended with the number of companies who used them. For example, the category ”Journeys” consists of items such as customer journeys and scenarios with variations in naming them. The various methods in the category were mentioned 17 times in total by 11 companies. That means that some interviewees mentioned more than one method in the category.There seems to exist a few basic techniques which most companies use, such as customer journeys and personas. Additionally a long tail of visualizations which are only used by a small number of companies exists.



Visualisations tools serve the purpose of 
communicating user data to different recipients.
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Presentation Notes
To find the main reasons for professional service designers to use visualizations, the reasons stated throughout the interviews were analyzed and placed in groups depending on their line of argument. A total of 20 different lines of arguments were found in the interview material.Arguments were of various kinds like ”present insights”, ”transfer feeling”, ”present impression” and ”remember users”. These could be sorted into three categories. Most of the items belonged to one category but as you can see two items connect to two or three categories and one sits outside the mapping.The three main categories and reasons to visualize that emerged were:To communicate insightsArticulate insightsKeep empathy



Planned research
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Analysing interviews



Ongoing: Fieldwork at service design consultancy



fabian.segelstrom@liu.se
Twitter: @segelstrom

Presenter
Presentation Notes
With that I want to thank you for listening. Please feel free to contact me if you have any questions.
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