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Aims and Methodology

This course aims to introduce the student to the thinking and methodology of service design. Through a mix of
presentations and workshop activities carried out in small teams, students will learn by doing as they develop
a service proposition. This will start with insights research before moving onto developing the service
concept, a service blueprint and, finally, prototyping key touchpoints. The final concepts will be pitched in a
10-minute presentation and critique session at the end of the workshop.

Competencies and Results

By the end of the workshop the students should be able to:

Demonstrate an understanding of service design history, theory and philosophy

Use a range of research methods to gather and synthesise insights

Develop a service proposition through key methods, such as blueprinting and experience prototyping

Relate the final design back to the needs discovered in the insights as well as to a business proposition



Workshop Theme

Scheduled for completion in 2012 (!) the Barcelona Design Hub (DHUB) will soon have a new building. Like
many large institutions, the building acts as the place where people should go to receive the information. But
this is a broadcast model of culture, which sits awkwardly with the contemporary network culture. In the
network knowledge is discovered and dispersed from the bottom up, not top down and comes to you, not you
to it. Does everyone really need to go to the DHUB building to experience what it has to offer as an institution?
Or is it possible to develop services that allows it to occupy a presence in the lives of the city and its
inhabitants beyond the walls of the new building?

http://www.dhub-bcn.cat/


This is a challenge for all institutions — museums, libraries, galleries, educational institutions and more — as
they move into the digital world and full into the 21st Century. What does the DHUB offer in the age of e-
books, Twitter, a thousand and one design blogs, Wikipedia and Google? What is the importance of such a
landmark building in the city and do such buildings still have relevance? Who uses it and why? Can it reach
across the city in different ways? What is the essence of the DHUB as a service and how can and will this
change? These are just some of the questions you’ll need to address in this brief.

The brief is intended simple a vehicle for you to get your minds around service design as a way of thinking
and to use some of the methods, but it is much easier to learn this by doing rather than by just hearing about
it. A multi-touchpoint institution going through a change makes for a good business case to look at. I’m open
for discussion of another theme and the following schedule is subject to change based upon the existing
competencies of the students.



Schedule

Day 1 - Monday

Lecture

From Products to Services

An Introduction to Service Design philosophy, methods and processes

Understanding People & Relationships - Gathering Insights

Challenges for the future of Service Design

Activities

Today, you will go out into the city, learn from people you meet, gather other insights and begin to develop a
new service that engages in the street environment of Barcelona. Today you will:

Interview potential users in the city and gather data, stories, facts.

Define one clear user need that can drive a new service idea.

Develop an initial concept for a DHUB service that people can access and find value in across the city.



Day 2 - Tuesday

Lecture

The Service Ecology

Exploring the Service Ecology

Developing the Service Blueprint

Activities

In order to develop your concept into a more comprehensive service proposition you will need to detail the
complexity of your idea. Today you will:

Map out the service ecology

Design a service blueprint that details how people may use the service across relevant channels

Develop a user journey that explains how people learn about, join and use the service



Day 3 - Wednesday

Lecture

Developing the Service Proposition & Experience Prototyping

Developing the Service Proposition

Prototyping Service Experiences

Measuring services

Activities

Once you have got a sense of what your concept might be, you need to work on it to refine it and work out
what needs to be designed. This means moving back and forth from individual details and the overall picture,
including the business case. How is the service run as a business? What’s the revenue model? What needs to
be created to support the experience? And, most important, what should the experience be. To do this, you
need to get designing and

Visualise how the service might appear in key touchpoints.

Prototype 3–5 of these in some form (sketches, cardboard, mock-ups, etc.).

Convince us that your idea must be made real.

Develop your presentation pitch.



Day 4 - Thursday AM

Presentations!

Presentations will be done in the form of a 10 minute pitch (maximum - pitches will be mercilessly cut off after
10 mins!). You should get across the following:

The Big Idea. A one line headline and a brief introductory description of what your project is and the service

proposition (approx. 1 minute).

A quick overview of your process and blueprint (approx. 2 minutes).

Storyboard sequence/journey description with key touchpoint sketches/prototypes and a voiced explanation of

the process (approx. 7 minutes).



Background Information

If you would like to know more about service design, I can offer some papers and PDFs when I’m there. You
can also check out:

The Service Design Network

Jeff Howard’s Service Design Books and Service Design Research.

Our book, Service Design: From Insight to Implementation.

You can also download this document and notes here: http://www.polaine.com/playpen/ied_barcelona2012/.

http://www.service-design-org/
http://www.servicedesignbooks.org/
http://howardesign.com/exp/service/index.php
http://www.rosenfeldmedia.com/books/service-design/
http://www.polaine.com/playpen/ied_barcelona2012/
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