A short story about
the future of service design
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Service Design Show

7.08K subscribers

VIDEOS PLAYLISTS COMMUNITY CHANNELS O\

Welcome to the Service Design Show FEATURED CHANNELS

Welcome to the Service Design Show

2,510 views * 1 year ago
° Service Design Network

If you are into #ServiceDesign #DesignThinking
Y . SUBSCRIBED
#CustomerExperience or #ExperienceDesign you've just found

the PERFECT channel!
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https://go.servicedesignshow.com/subs.
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Interviews with Service Design Pioneers P> PLAYALL

In order to shape the Service Design field you need to have a holistic overview of the current
developments. Each guest in the Service Design Show gives you a piece of the puzzel. This

The organisation as your design material / Linn Vizard / Episode
MAKING ey #92
SERVICE Service Design Show * 315 views + 1 week ago * 700%
DESIGN Why is it that so many service design projects still get stranded before they have been able to make an
REAL impact on customers? In this episode Linn Vizard shares her experience with what it takes to
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“We have the best job in the world.”



i

“We can’t ever have
enough service designers.”



“We run the risk of becoming
corporate entertainment.”



“We are not delivering on our promise.”
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4 TRENDS
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Practice round!



Keep in mind...

This is already happening.
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THE UPRISE OF
NEW TECHNOLOGIES




More personalized experiences
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Al Platform IT’S BECOMI NG

Create your Al applications once, then run them easily on both GCP and on-premises

Take your machine learning -

projects to production

Al Platform makes it easy for machine learning developers, data
scientists, and data engineers to take their ML projects from ideation
to production and deployment, quickly and cost-effectively. From data
engineering to “no lock-in" flexibility, Al Platform’s integrated tool
chain helps you build and run your own machine learning

applications.

Al Platform supports Kubeflow, Google's open-source platform, which .
lets you build portable ML pipelines that you can run on-premises or 3

on Google Cloud without significant code changes. And you'll have

access to cutting-edge Google Al technology like TensorFlow, TPUs,

and TFX tools as you deploy your Al applications to production.




More tech people getting
into service design
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PROTOTYPING

EXPERIENCES



https://www.youtube.com/watch?v=dXZq9_sBvoo

Everything becomes We make tech
a “smart” service disappear

LRV NI NEW TECHNOLOGIES



Use new tech to

Only use new tech in

service delivery augment the design

process

LRV NI NEW TECHNOLOGIES



We're going to Mindful us of
exclude people technology

LRV NI NEW TECHNOLOGIES
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The end of the service designer

The uprise of the service design team



We're growing up

And we've become more accessible as a discipline



| ® © ® [ sON|seniorUserResearcher/ X+

<« = C @& service-design-network. i -service-desig| * O @ @co @ G QRO DO O e e H

SDNCO Chapters v Network  Events  Award  Knowledge  News  About Q @F

HUMLEBAEK, JUST NORTH OF COPENHAGEN

Senior User Researcher / Service Designer

Apply

Coloplast

COLOPLAST - HUMLEBAEK, JUST NORTH OF COPENHAGEN

Senior User Researcher / Service Designer

Interested in innovation within healthcare? Curious to facilitate intimate conversations with
strangers? Excited by the ongoing challenge of creating fantastic user-centred experiences in

medtech?

—

| T-shaped service designer with a keen interest in research? Are you full
{and enthusiasm to improve the lives of people with intimate healthcare

Je are on the lookout for a new colleague - might that be you?

Coloplast is a Danish medtech company specialising in products for people with




B DesignOps Global Conference 2 X

#& designops-conference.com
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DesignOps Global Conference CQ ‘20

Manchester, United Kingdom | May 28 + 29 + 30, 2020

Closing The Loop! ResearchOps, DesignOps &
Digital Transformation
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‘GROUPS




Everyone becomes a The standard is to
"work by the book” tweak and customize
service designer everything
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Boundaries blur

New boundaries

« e us between internal
between disciplines

and external teams
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IS THIS THE
END OF

THE AGENCY \ o THE BEST
#42 SARAH DRUMMO | | P LACE FO R
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RETHINKING

IMPLEMENTATION

Photo by Alex Zamora



The conversation about

IMPACT

Is getting louder é




There’s [~ and ‘



In-house service design teams are
getting closer to operation



Accept our position The organisation
as architects with becomes our design
little influence material




Create better a
Only work on future customer experience
service scenario one touchpoint at a
time




We are the people
who focus on

We are the

creative people
Peop outcomes
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A new range of questions



50%

of profits donated 1o
help build tojeggs

‘ | by gTFASH'!Of\J | | P '
. \ +0§S( / p@ s (D
IT AD DS ‘,ALU E m(tra long rolls of 100% recycled toilet paper

* ORDER MORE AT WHOGIVESACRAP.ORG

Photo by Hello I'm Nik



Making your service accessible

> C @& www.gov.uk/service-manual/helping-people-to-use-your-service/making-your-service-accessible-an-introduction

%
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Search

[:130:W Complete our quick 5-question survey to help us improve our content.

Service manual > Accessibility and assisted digital > Making your service accessible: an introduction

Accessibility and assisted digital

Give feedback about this page

Making your service
accessible: anintroduction

From: Accessibility community

Last updated: 7 months ago

Page contents:

- Meeting government accessibility.
requirements

- Think about accessibility from the start

- Accessibility is the whole team’s job

- Researching with users with disabilities
- What to do about accessibility in
discovery

- What to do about accessibility.in alpha
ibil

- What to do about accessibility in live

- What to do about acce

yin beta

- Make non-digital parts of your service
accessible

- Further reading

- Related guides

Your service must be accessible to everyone who needs it. If it isn’t, you may
be breaking the law.

This means you need to start thinking about how users might access and use
your service before you design or build anything.

Accessibility is different from assisted digital support, which means helping
users with low digital skills or limited access to the web.

Meeting government accessibility requirements

To meet government accessibility requirements, digital services must:

meet level AA of the Web Content Accessibility Guidelines (WCAG 2.1) as a
minimum

work on the most commonly used assistive technologies - including screen
magnifiers, screen readers and speech recognition tools

include people with disabilities in user research




Be inclusive, stimulate diversity,
have respect for the planet, ...



We take potential

Solely fo th . .
ytocus onthe side effects into

positive outcomes

consideration




We don’t take a Everyone has a
stance and are manifesto on their
overly serving website




We embrace critical
Design critique thinking as part of a
slows us down healthy design
process




BEYOND
HUMAN
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DESIGN
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It's going to be determined by the
QUALITY OF QUESTIONS

we ask ourselves...




Which question is on your mind?



Want to learn more about these trends?

You can find the links to the episodes are in this presentation.



Relevant Episodes

1. UPRISE OF NEW TECHNOLOGIES

e The blurring boundary between product and service design / Mark Rolston / #33

e The New Frontiers Of Service Design / Doug Powell / #48

e Moving away from service design projects /| Emma Aiken-Klar / #90

2. STANDARDISATION & SPECIALIZATION

e s this the end of the agency / Sarah Drummond / #42

e What it means for service design to grow up / Louise Downe / #36

e The best place for design to make impact / Judy Mellett / #85



https://www.youtube.com/watch?v=5wxf8W97Fkk
https://www.youtube.com/watch?v=FieQsn_Rhf4
https://www.youtube.com/watch?v=-15AafrqmqM
https://www.youtube.com/watch?v=OwUYvBupXAk
https://www.youtube.com/watch?v=YRrNMm3J8_k
https://www.youtube.com/watch?v=AafLPTjVXQw

Relevant Episodes

3. RETHINKING IMPLEMENTATION

e Closing the sap between business and design / Mauro Porcini / #44

e Design is very simple / Hartmut Esslinger |/ #35

e The organisation as vour design material / Linn Vizard / #92

4. DESIGN ETHICS

e Whvy we have to stop Human Centered Design / Nik Parekh / #83

e Asking the tough and uncomfortable questions in design / Sarah Schulman / #88

e Recognising good Service Design / James Samperi / #92



https://www.youtube.com/watch?v=MlkOcBd1xpg
https://www.youtube.com/watch?v=ClD81MwT24k
https://www.youtube.com/watch?v=NeDepC2inWo
https://www.youtube.com/watch?v=1I3M7G9RzLc
https://www.youtube.com/watch?v=NpoYBYqZt5c
https://www.youtube.com/watch?v=YoKISd6tiOY

SERVICEDESIGNSHOW.COM/DESALPS

Marc Fonteijn
marc@servicedesignshow.com

[ /in/marcfonteijn

ServiceDesignShow.com
@ /servicedesignshow
/servicedesignshow
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