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LOCAL
- ~-o Focus group

(during April)

LOCAL

Design Living and Design Living and Focus group

Collaborating Collaborating (during April)

Laboratory Laboratory

(online) (in Salamanca)

LOCAL
Focus group

(during April)

First draft

of Remote

| - Second (local) draft
nternship Blueprint
DELIVERABLES of Remote Internship
(RIB)and journey
Blueprint and
map

journey map

/ PROJECT

PREVIEW

PRESENTATION
OF “Remote

Internship

Blueprint”

Remote Internship
Blueprint (RIB)and

journey map
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Desige Living
and
Collaboruting
Laboaratary

{onkine)

DesignLiving Design Living and

and Collaborating Collaborating
Laboratory Laboratory

(online) (in Salamanca)
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First draft
of Remote
DELIVERABLES Internship Blueprint

(RIB)and journey

map
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Service Design Laboratory R

* Online workshops: February 20, 21, 22 '\—,‘ ‘“ j__J
* #1 (Feb. 20) [Knowing about what we know] ===
 #2 (Feb. 21) [In The Shoes of the User] — “
* #3 (Feb, 22) [Generativity in action] BT :i“

* Labs in Salamanca: February 27, 28; March 1, 2:  _—"E&-._

* Lab #1 Discover & Define [Searching “outside-in”] e M B \
_ . . ; m > & 5 L \
* Lab #2 Define [Searching “inside-out”] Vs " - _, m
* Lab #3 3Develop [Modeling and Making] e - B
* Lab #4 Deliver [Presenting and Action plannlng]
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What are the expected outcomes from a
Design Thinking course?

* Motivation to investigate the details of the methodologies in the
available literature.

* hands-on experience in design thinking to improve benefit realization
and project success of a new service.

* Motivation to use visualization as a means for more precise
communication between the project team and with stakeholders.

 Start experimenting innovative and adaptive techniques for user
needs research and requirements elicitation not only at the beginning
of the project but also the “emerging” ones along the project
duration.
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Workshop #1 (09:00-13:00)

[Knowing about what we know]

PROJECT
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Workshop #1

The Service Dominant Logic
Strategic Design (with an example)
Focus on Higher Education

Project Design

Al S A

My experience: Why designing services matters?
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THEORY

METHODS

TOOLS

The Service Dominant Logic

Cocreation

Perrorce

PRACTICES

My experience in Design Thinking

Strategic Design

STRATEGIC

DESIGN

DESIGN

SCENARIOS

Project Design

Ongoing Oparations

Mojett Munagesont

Busnes Analpus

Designing Higher Education
Technological and business scenarios for Human

Resource Management and the training sector
24 -03 - 2071 Enrica Vicecante
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SWOT as a
Strategic Design tool
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Design for Public Services

o K=
O.

Designing for
Public Services

1080 | B Nesu...r
el

01 - Setting up for success

Setting up for success

02 — Getting inspired

02—
Getting inspired

03— Developing insights & ideas

03—
Daveloping insights & ideas

gP
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Design for Public Services

0 Ra
o.

Dé_signing for
Public Services

I0EC | L | Nesta.

R —

04— Testing concepts through prototyping 05 — Preparing for implementation 06 — Overcoming challenges

08—
08

Preparing far implamantaton
9“ " W Overcoming challenges
Testing concepts through peotatyping -

s
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457 Setting up Getting S
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1 for success F inspired 27T ~

,/, ‘\ Laying the foundations to get your,l Digging deeper into your;beﬂenge ,’ \\

\ project off to the best start Vs area and gathering nyperspectives 4 1
P 7 ,/ \
LAB#4 )~ ’ !
~ B 1

06 r— ~~~~~-~- | —____—
,~ Overcoming | . | O LAB#2
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challenges e Developing /
g e e insights & ideas /
,l’ JE—— " Identifying new insights and looking’
’1”—‘—— ~‘~~~ for new opportunities ,/
- ';”’ NNX /s
~m--T 0 05— S ™ o
( Preparing for Testing ideas /”’
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. implementation \ through prototyping _/
\\ Getting ready to launch your idea ,nh\ Turning your idea into something 7’9

: _ : <
~ e real world tangible you can experiment with /lf
~
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I PREVIEW SERVICE DESIGN

© o @ ~  Setbackground
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Service Design A

Clear frame

=% (Existing knowledge)
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Service Design Awareness Workspace

SHARE YOUR MIND MAP about
(Existing Service Design
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The Service Dominant Logic

Establishing nested &

interlocking
Service Actors
Ecosystems Involved in
of
Value
Endogenously Cocre anon
Generated Resomce
Institutions & Integration
Institutional =
Arrangements

Service
Exchange

Enabled &
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What is service dominant logic?

* is a framework with its basis on the belief that products or services only become valuable when
consumers use them.

* All exchanges within an economy are service-to-service exchanges. The provider and customer
both co-create and receive value.

* Goods are a distribution mechanism for service provision.

Product-Based Company Service-Based Company

IES - . z’:"‘i{v’;iw.»PH’ROJ ECT
SAME THINGI | : P REVIEW
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What is service dominant logic?

Co-created Value

Supplier sphere

~ R&D,
' Manufacturing»

Delivery

Customer sphere

Customers
Value
creation

Interaction

Value created

'in use'

PREVI EW



What is service dominant logic?

* The producer cannot deliver value, but only offer value propositions.
* In other words, a beneficiary always determines a service or product's value.

* The value of a service develops from the beneficiary's interactions with the service and what
they can derive from its use.

* All social and economic actors are resource integrators
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What is service dominant logic?

All economies are Service Economies.
All Service Economies are Experience Economies.
All Experience Economies are Transformations Economy
All Transformations Economies are Project Economies
All Project Economies are Creation Economies

.- ~.
. B
oooo

. .

P . a All Creative Economies are Imagination Economy

"Alo
PERSONAL SHOPPING
SERVICE

SHOPPING

Mfavnjc /
VISITING THE Townwt . PROJEC L
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The service dominant logic Manifesto

Apply S-D logic to your activities

treat your products as vehicles that deliver a service

focus on understanding what your customers want and need

ensure that your customers' needs are always at the forefront

study how your customers interact with your service

emphasise the collaborative nature of user-prodicer relationships

build relationships with your customers and regularly engage with them
consider how you can use technology to improve the customer experience
elicit feedback from your customers and use it to improve your services
embrace co-creation with your customers

innovate continuously to meet your customers' changing needs
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What is service dominant logic?

Describe this

as a service

Y PROJECT
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What is service dominant logic?

What is the value
proposition for this

service?




What is service dominant logic?

What is the value

proposition for this

Alessi - Sottsass
. _IOO.Valges...

service? i €600

* fasfetch.tom
+€20.00 shipping
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What is service dominant logic?

service?

What is the value

propostion for this

b -
!

- e
g

Alessi - Cavatappi
con decorazione -...

€68.00
farfetch.com
+€10.00 shipping



PRODUCTS OR AN
INTEGRATED

SERVICE
SYSTEM?




What is the value proposition

for this service?
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What is service dominant logic?

Beeple NFT Sells For $69.3
Million, Becoming Most-
Expensive Ever

Abram Brown Foome




What is service dominant logic?

What is the value

propostion for this
PRODUCT?
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What is service dominant logic?

What is the value
propostion for this
SERVICE?




What is service dominant logic?

Shivakumar Sharma «
@kotak‘ HOME BANKING CRN: 123456789 |
Home Banking Investments Demat Insurance  More ~ @ Get Support
NOTIFICATIONS

Current Assets + Current Liabdities = '

13,54,678.23 12,45,45,678.23

BANKING ACCOUNTS

10,23,23,23,234.23 10,12,34,343

Savings Accounts

TIAM OLO5TS ACCOUNT 1
1 3 OFFERS

NEURANCE

oA 34343 Mo Flat 300 off on electronic
\ products. Buy «
TSTVINT ACCOUN WER HOTRES%
ACCOUNT 3 10,12.34.343
otwar Flat 250 off on flight booking
Current Accounts 10,12,34,343 , d

A QUICK m

ACTIONS 2.

NEFT Transfer &, oTHRecharge % Instant Bl Payrene T8 One Teme Payment Gy Mobie Recharge sturesr

1.\'/‘0*.‘,‘ See what you want to see: introd s your new financial dashboard. Customize what you want 10 54¢  See how to customite

What is the value
propostion for this

product?




What is service dominant logic?

What is the value

propostion for this

product/service?
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What is service dominant logic?

What is the value
propostion for this

product/service?

PROJECT
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What is service dominant logic?

0
Wm mi h | Il )},‘?I‘Hju)% [

“ What is the value

T llllll".

| &+
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* / l, = 'l propostlon for this

service?
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What is service dominant logic?

What is the value
propostion for this

service?
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What is service dominant logic?

... and for this service?

PROJEC‘T
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Technology as an interface (in-between)
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Technology as an interface (in-between)
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Technology as an interface (in-between)

SR TR O =
SR

D1 C

2
W
2 2

significa

Artificial things not only "serve" but "mean”




Technology as an interface (in-between)

€

Artificial things, like people, have behaviors
linked to humans

Cor e
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. Establishing nested & overlapping SYSTEMS
Serw.ce Service chosystems THINKING
Dominant ° 3 dfasc
LOg ic involved in

Technologies

(useful Market
knowledge) Va lu e Practices
enabled & constrained by Cocreation Resou r.ce
Institutions & Inte%:ftlon

Institutional Arrangements

Business
Models

Service Exchange

enabled & constrained by



SYSTEM SUB-SYSTEM ~ COMPONENTS COMPONENT  INTEGRATION OF INTEGRATION OF INTEGRATION OF

DESIGN

MEETING 2

DESIGN DESIGN PROTOTIPE COMPONENTS  SUBSYSTEMS SYSTEM

MEETING 2 MEETING 2 MEETING 2 MEETING 2 MEETING 2 MEETING 2

SYSTEMS SYSTEMS
THINKING ENGINEERING
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DEFINITION OF REQUIREMENTS SYSTEM

SYSTEM LEVEL w
Proptotyping

Design of the VALIDATIO of the system

system
L Csomsverems ) P

SUB-SYSTEM LEVEL N CONCEPT | P
' Design of Integration of
’ VALIDATIO subsystems

. Sub-systems
. N
L 4
. ~ COMPONENTS d
. N CONCEPT
L 4
L 4
4

. N
COMPONENT LEVEL ¢ . Design of \ Integration of
. components components

L 4
4
.\
Components
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DEFINITION OF REQUIREMENTS
SYSTEM LEVEL

Proptotyping

Design of the MEETING | of the system

system
N e N
e

sup.s MEETING N
Sy Design o Integration of MEETING
. Sub-systems MEETING | subsystems
L 4
~
4
‘ N v AN
R MEETING \ / A
4 < %
.
* MEETING
4
COMPONENT LEVEL ¢ . Design of % Integration of
& components components
4
MEETING

A\

Components MEETING
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Touchpoints

Problems

)

Customers

Goals

Contexts




Product Teams
Products

Touchpoints

Problems

)

Customers

Goals
Contexts
Value-in-use

Data Insights _a®



Product Tearﬁs

Products
Touchpoints

Problems

Customers

Goals

Contexts

Value-in-use

Data Insights

Policies
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-~

problems

\_

FIND THE
RIGHT
SOLUTION

FIND THE
CAUSES

Designis a

process

ISTITUTO
NAZIONALE
DOCUMENTAZIONE
IRE INNOVAZIONE
RICERCA EDUCATIVA




La libération de la main selon Leroi-Gourhan...

1) Manipulation :

2) Motricité directe :

3) Motricité indirecte | | |

i

Primates

Paléolithique

(3 millions d’années)

Néolithique

(environ 10000 ans)



La libération de la main selon Leroi-Gourhan, suite

Antiquité
(environ 2000 ans si l'on

prend pour repeére la
domestication du cheval)

XIXe s.

(machine a vapeur)

/0

XXe s.

(informatique)

5) Programmation
du cerveau-moteur :




Industry 4.0
Cyber-physical

Society 5.0

Cyber-physical -social




Design of everything

* Designing a new service (or a major change in an old service) is about
designing:

a.
b.
C.

S@ oo

The service strategy aligned with the Strategy of the organizaton
The outcomes (value in use)

The “product” (the new service): the outputs that deliver the desidered
outcomes

The operations (processes) that deliver the desidered outputs

The artifacts that enable processes

The maintenance system for processes and artifacts

The continuous improvement system for the processes and of the artifacts
The project Management plan and The Project Plan to implement (c, d, e, f, g)

ISTITUTO
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Design of the outcomes (value in use)

* How can we define the SMART outcomes of a new service project
starting from the general and specific objectives? (Logical framework)

* What is the business case of the project?
 Which are the benefits (value in use) for the stakeholders?
 Which are the costs (costs in use) for the stakeholders?
 What are the requirements (and the features) for a new service project?

 Functional breakdown

ISTITUTO
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IRE @2%

RICERCA EDUCATIVA



Design of the outputs

* Design the “product” (the new service): the outputs that deliver the
desidered outcomes

 QFD matrix that crosses the product features with its components.

e Product Breakdown
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Design the operations (processes)that

deliver the desidered outputs

* Service blueprint

* The role of the user
* The role of the producers

* The role




Design of Everything: Business Design




Design of Everything: Business Design

QO %
I=- C\?}
Desirability Viability

(Business)

y [INNOVATION
SWEET-SPOT

Integrity Feasibility
(Impact) (Technology)
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Design of Everything: Business Design

Business ﬂ production x
Design
tion
price

distribution

Q.é,jmj ¢

customer benefit



Design of Everything: Business Design

@ [HH >

- METHODS & SKILLS -

sensemaking
- BUSINESS MODEL -
creativity i

value creation

- STATUS QUO -

e g~V /
- -~ strate . l N
’ - & market /

d o concept
ideas o

stakeholders

iteration

MVP
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Design of Everything: Business Design

ABSTRACT

SINTHESYS CONCST

AN ALMTICAL GEVERATIVE

ReseaReH | PrRotOTYPE

CONCRETE



Design of Everything: Business Design

STRATEGY USERS
Vision / Mission Emotions
Technologies Requirements
Markets Goals
Economic Aspects Values
RATIONAL & BUSINESS DESIGN EMOTIONS &
ANALYTICAL APPROACH APPROACH NOVELTY
METHODS METHODS
Business Process Mapping Interviews
Business Model Design Observations
Profitability Analysis User Scenarios
Benchmarking Storytelling
Risk Analysis Customer Journeys
Service Blueprinting

®Hanna-Riikka Sundberg: Business Design — An intro-

duction to Customer-centric Business Development ISTITUTO
NAZIONALE
DOCUMENTAZIONE
lRE INNOVAZIONE
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Problems

are never
completely
solved
Can take a
long time
to evaluate
solutions

Solutions are Are multi-
not right/ causal multi-
wrong, but scalar & inter-
« A Problems A
Every solu- Multiple
tion ramifies stakeholders
throughout with conflict-
the system ing agendas
Every wicked Straddle
problem is organizational
connected to & disciplinary
others boundaries

Razed upon Rittel and Wehbher {1973

‘Wicked

Every

problem is

unique
There is no
clear problem
defintion

DOCUMENTAZIONE
RICERCA EDUCATIVA



Strategic Design

/' STRATEGIC |
DESIGN




FORMULATION OF MISSION
PR GENERIC STRATEGIES

GROWTH STRATEGY DESIGN
2 VALUE NETWORK DESIGN
BUSINESS MODEL DESIGN
PORTFOLIO DESIGN

problems

FIND THE
CAUSES

Design is a
FIND THE
process RIGHT

SOLUTION

"STRATEGIC
DESIGN

DESIGN OF ARTIFACTS:

PRODUTCS-SERVICES
PROCESSES AND PROJECTS
envses T ORG.STRUCTURES

Design is a
FIND THE
process o RIGHT

SOLUTION
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FORMULATION OF A STRATEGIC VALUE PROPOSITION FOR A NEW INTERNSHIP SERVICE PROJECT

CAUSE A CAUSE B

PROBLEM #1 PROBLEM* #2 PROBLEM#3

CAUSE C CAUSE D ;

Varnious barriers may
: limit some students’
Many students wish access o internships [ == ===
to participate in an
internship :
st s/format ietv of
e ruclurglomn ol A variety ol SYMPTOMS
internships varies outcomes are
Some students may have considerably possible
better access to y ek
Yes internship opporunities g Quality of supervision —_—3
w ' w w'w PopP Duration : 1
Nature/clarity of tasks ‘ A
| Compensation
- 4. Academic, labor ||
1. Student demographic, 2. Access to 3. Structure and market, and |
academic and life/ internship format of internship developmental >
employment situations opportunities programs outcomes I é\ﬁeélom
\ EDUCATIVA




Problems Every

are never problem is
completely unique
solved
Can take a )
long time There is no
to evaluate clear problem
solutions defintion

IMPLEMENTATION

Solutions are Are multi-

‘ not right/ causal multi-
wrong, but scalar & inter-
s better/worse connected
PLANNING-CONTROL

Multiple
stakeholders
with conflict-
ing agendas

ery wicked Straddle
g is organizational
gd to & disciplinary
boundaries

OTHER | OTHER
TOOLS ] TOOLS

OUTCOMES = VALUE

OTHER
TooLs | SWOT

' URGENCY +

Enrico Viceconte 2020 - IMPORTANCE +
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Design of service strategy

Design of service strategy aligned with the Strategy of the organizaton
 SWOT Analysis

* (S-O) Which new service projects exploit the capabilities of the organization in
relation to the opportunities that the external context presents?

* (W-0) What experimental and exploratory service projects can take advantage
of opportunities by investing in new capabilities?

* (S-T) What capabilities and prior knowledge can we use to face threatening
external changes to the organization?

* (W-T) What are the services that must be suppressed because they are now
unsustainable, also because we lack the skills to face the changes?

ISTITUTO
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Design of service strategy

Logical Framework

Project Summary/ OVI MoV Assumptions

Intervention Logic

Impact Goal Overall
Objective
Outcome  Specific Purpose
Objective

Outputs ~ Results  Results
Activities ~ Activities  Activities
I Different Terminologies Used
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STRATEGY STRATEGY
IDENTFICATION IMPLEMENTATION

AND AND
FORMULATION EXECUTION
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@ N AYA
A
CNRIISMed
. STRATEGY
Key message: 'S ABOUT

FOCUS

Attention of leaders focused on the essential aspects of
“wicked” problems

in problem finding
in problem framing
in problem solving
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The ladder of changing capabilities @ " A
v CNRIISMe
’
7/
w Innovation requires inspiration and
divergent thinking — meaning you'll
/7 . :
/7 explore many different solutions

’

7 Business Process Re-engineering is usually

@ deployed when the objective is to optimise
what you already do.

7
7’

7 . L
TQM is used when the objective is to
@ optimise what you already do. | IND §.
IR NNOVAZIONE
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Design of service strategy

Business Model Canvas

New service Business Model Canvas

The Business Model Canvas ' Job' scool -
Key Partners ﬁ Key Activities a‘ v:gcnnmu-f @ (mmrkdafhuMQ cww &_
| s
) — ) )
) | .
m| B E s
e R &
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HOW TO IMPROVE USER EXPERIENCE IN THE INTERNISHIP PROCESS

The Business Model Canvas

Key Activities

Denigned for

Start Up Lab

Value Propositions

Key Resources

Cost Structure

v
A
s

Dvenigmed by

Job'scool

Customer Relalionshin

—

Channels

Customer Segments EE

Revenue Streams

S




The Business Model Canvas

Key Partners

ey .v

Miur
Confindustria
Confartigianato
Unindustria

University Associations
Almalaurea/Cineca

University

SKilis Database

(nwigmed fiw

Key Activities “
DAY

Platform Development
Standardizations
Data collection
Certified References

Key Resources

Start Up Lab

Value Propositions

Identify & Reach

the r‘lth Intern

Build your
professional
experience

Manage your
experience profile

Less bureaucracy

INiymend by

Job'scool

Customer Rclau‘unship(_ /2

we toke the students from the
high school and we bring them
trough extra activity within the
university till the first
internship

Customer Segments FE.K

We create value for:

- University student
- Companies

Channels

call centre
university website

mobile app social media

Our most important customers?
COMPANIES (they pay us)

own website

Cost Structure

Marketing & Sales

A’v
-u
.

Revenue Streams

Free till first intern

Fees

advertising

data selling
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Value Propositions (ff"‘{-i

Identify & Reach
the right Intern

Build your
professional

experience
Manage your
experience profile
Less bureaucracy




Key Partners QA Key Activities fﬁ‘_
g U& !

Miur
Confindustria
Confartigianato
Unindustria

University Associations

Almalaurea/Cineca

University

SKills Database

Platform Development
Standardizations

Data collection
Certified References

Key Resources j‘);

IT

Partnership

-

Value Propositions (°

-~

Identify & Reach
the right Intern

- S . .- -

Build your
professional
experience

Manage your
experience profile

Less bureaucracy




Value Propositions 1

Ildentify & Reach
the right Intern

Build your
professional
experience

Manage your
experience profile

Less bureaucracy

Customer Relationships /—2 Customer Segments QEI

We create value for:
we take the students from the

high school and we bring them | :
trough extra activity within the University student
university till the first - Companies

internship

Channels ~ Our most important customers?
‘ COMPANIES (they pay us)



Key Partners {i’g ”i
Miur
Confindustria
Confartigianato
Unindustria

University Associations
Almalaurea/Cineca
University

SKills Database

Cost Structure

Marketing & Sales

Key Activities

i
Platform Development
Standardizations

Data collection
Certified References

Key Resources j"}

IT HR

Partnership

Employees

. o~

Value Propositions

—

Identify & Reach
the right Intern

Build your
professional
experience

Manage your
experience profile

Less bureaucracy

e
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Value Propositions {7 5% Customer Rdatiomhi;Q Customer Segments
~ : .
We create value for:
|we take the students from the
high school and we bring them | : .
Identify & Reach trough extra activity within the Lclmvel‘sﬂ’y student
: ' till the first - Companies
the right Intern :""""”7 f pa
Build your —
~ =
professional Channels ;ﬁ? Qlégz‘mm cuﬂounr)s?
they us
experience pay
Manage your
experience profile P P
Less bureaucracy university website
mobile PP gocial media
own website
Revenue Streams l&r
Free till first intern @
Fees

advertising data selling



Value profile for products

® ©

requirements
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Feature Improvement

e N

N

RED OCEAN BLUE OCEAN
Compete in New market
existing market creation
et N N
LN - S N
G O &~ S
D e “~\ /
N
3 Make compatition Frelevant
Cromto now demanc
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LUXURY IS NOT
IMPORTANT
I PREFER TO PAY LITTLE

SOME PEOPLE
TAKE GYM TOO
SERIOQUSLY.

I PREFER TO HAVE FUN

I feel embarrassed when
there are very athletic
young women and especially

men in the gym.

" - ' ".r
/.

ety

i -

>

.

i 2

-—
—
.
-
-
-




Profili di valore per i franchising @ Curves COMPETITOR AS USUAL

low price

Luxury elegance
Variety of equipment
Exercise time
Instructor availability
Motivating environment
Only women

fun

ease

requirements
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NUMEBER OF FRANCHISES: More than 9.300 worldwide. About 7,800 1n the U.S. There 1s
approximately one Curves for every two McDonald's in the U S.

FUN FACT: It took McDonald’s 25 years and Subway 26 years to open 6,000
franchises; Curves did 1t in only 7.

0 bl A

2004 Entrepreneur magazine Franchise 500
Ranked No. 1 in the Fitness Business category
Ranked No. 1 in the Top Low Cost category
Ranked No. 2 in the Franchise 500 category
Ranked No. 2 in the Fastest Growing category
Ranked No. 2 in the Top Global category

2004 IHRSA Visionary of the Year Award
Gary Heavin, Inaugural Winner

2004 EFFIE® Award for effectiveness in advertising
Curves International and Publicis in Mid-America
“The Power fo Amaze” campaign

2004 Ernst & Young Entrepreneur of the Year Award
Gary Heavin, Southwest Area

2004 Ernst & Young Entrepreneur of the Year Award
Gary Heavin. National Winner, Services Category
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PORTFOLIO DESIGN

BUSINESS
ANALYSIS ..
| | | | | | | | | | ,— | | | ‘\\_ | | | | | | | | | | 1

| " INNOVATION
PRIORITIES s I
[ SR
’ e — '
— INNOVATIONS RESULTS COMPETITIVE
COMPETITIVE DELIVERABLES
SITUATION AND CHANGES BENEFITS ADVANTAGE
)
N—_—
PROGRAMS %
AND ,/
. PROJECTS .-

PORTFOLIQ--~

-~ -
S~a e
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DIRECTION

STRATEGIC MANAGEMENT

RESUI.TS COMPETITIVE

IVERABLES
i ' BENEFITS ADVANTAGE
OPERATIONAL PROCESSES PROGRAMS -
- AND gééIJMENTAZIONE
PROJECTS IRE RICERCA EDUCATIVA

PORTFOLIO



Project Design

Business Analysis Project Management Ongoing Operations

A

effort
\
\
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S
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HOW TO IMPROVE USER EXPERIENCE IN THE INTERNISHIP PROCESS

Business Analysis Project Management Ongoing Operations

PROJECT
CHARTER

effort

V4 BLUEPRINT

Ul T
Ideation ’ lnitiate\’ Plan ’




OBIJECTIVES

-

\_

~

RESOURCES

PROCESSES

PROJECTS

49
PROCESSE

J

INPUT

VALUE DELIVERY
SYSTEM

=)

OUTPUT

-~

\_

~

PRODUCTS »

J

OUTCOME
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RESOURCES,
COMPETENCES
and
MOTIVATIONS

PRODUCTS

Camwrw re WS
Dot st Doca~wwt Tyge

Cours grnte NE =4
Tecnws Doon=ww

TECHNICAL/OPERATIONAL PROCESSES

ISTITUTO
NAZIONALE
DOCUMENTAZIONE
RICERCA EDUCATIVA



GOALS ‘

RESOURCES ‘

EXECUTION
PRODUCTIION

TECHNICAL/OPERATIONAL PROCESSES

RD

# PRODUCTS‘ RESULT
s
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GOALS ‘

RESOURCES ‘

EXECUTION
PRODUCTION

MANAGEMENT PROCESSES

Defining and
Aligning Processes

Planning
Processes

Initiating Releasing
Processes Processes

Executing
Processes

-

-

o

~

MANAGEMENT

CONTROL
SYSTEMS

J

TECHNICAL/OPERATIONAL PROCESSES

N

INFORMATIO

RD

# PRODUCTS‘ RESULT
s
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STATEGIC PROCESSES

MANAGEMENT
CONTROL
SYSTEMS

GOALS -

INFORMATION

J

m—:sounces‘ “ Pnooucrs- RESULTS

e ==
EXECUTION f A ISTITUTO
PRODUCTION | o AL/OPERATIONAL P NAZIONALE
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Project Management for Services

(in a Service Dominant Logic)

* A new product should be designhed as a service
* A new service shoulde be designed as a product

* A new product is a system in a system (a car in a system of
components in a system a car is in a system of roads, service stations,
laws and regulations, repair shops, parts distributions, users,
destinatios, parking lots.

* To have a new product-service we need a project
* To manage a project we need PM
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The difference between technical and

management processes

* Technical processes, specific to the technical domain and the product

* Managerial processes, which do not depend on the technical domain
and the type of product.
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Project Lifecycle

Engineering/Design Production  wiscoumsea
THIS IS A WORKING
PROJECT BLUEPRINT AND A S(EpRh\i/sl,iCcI;Isgl(i?g-ir’fal\l/|

\\l PROJECT PLAN and Human)

VALUATION AND
VALIDATION

PRODUCT

APPROVED
PROJECT

I 4

102



Technical and managerial Lifecycle of a

Project

TECHNICAL —
PROGETTAZIONE “ |
V| VALUTAZIONE

STANDARDS

{ MONITORING AND CONTROL J

PMBOK GUIDE
{ START J—{ PLANNING H EXECUTION H CSING ]

103
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FEEDBACKS

Engineering/Design Production Value in use

PROJECT

ONGOING OPERATIONS
VALUATION AND VALIDATION OF THE SERVICE SYSTEM
(including Service,
Maintenance and
Improvement)

PRODUCT

APPROVED
PROJECT

DAILY
OPERATIONS

FEEDBACKS
_________________________________ BENEFITS



Success of a new service project is success

of

e Of project management (processes: everything was managed correctly)
e Of the project (products: promised deliverables delivered - output)

* Of the product (The product complies with expectations - outcome)

e Of the results (the use of the product provides the expected benefits)

* Of the business (benefits translate into short-term impact)

* Of the strategy (the results have strategic value as long-term impact)

Will the new service project be a success?
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Breakdown thinking is the essence of PM

* FBS: Identify the functional requirements and rank them (Functional
Breakdown Structure)

* PBS: Identify the components of the "product” that fulfill the
functional requirements and integrate them into a system (Product
Breakdown Structure)

* WBS: Identify the activities (purpose) to be carried out to create the
components of the product-system (Work Breakdown Structure)

* OBS: Identify the human resources (accoutable, operational,
informed or consultant) for each activity (Organization Breakdown
Structure)

* CBS: Identify the budgets (purchasing and man-hours) of each activity
(Cost breakdown Structure)



Automated Load Transportation

]

loads
accomodation

Moving Self directing
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PBS PROTOTIPO

Product
Breakdown
Structure

_s ]
S1 | S2 I | S3 I
Frame

Motor Control
syatem
| S1.1 I | $1.2 I | S3.1 I | S3.2 | | S3.3 I
mechanic electric hardware software Testi
procedures
L . . ‘ ISTITYTO
Distinta base = Bill of Materials IN DOEUMENEAZIONE
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MAKING THE PROTOTYPE

WPO

| WP1 I WP2 | WP3 I | WP4 I | WP5 I
Fame |

Buying the motor Develop control system Final Assembly and test

Design

| WP2.1 I | WP2.2 I | WP4.1 I | WP4.2 | | WP4.4 I

Fabbricazione Assemblaggio e hardware software Prove Controlli

Parti del telaio verniciatura telaio
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Work Breakdown Structure

Service Design Project

1. Planning 2. Research 3. Ideation 4. Design 5. Evaluation

1.1. 2.1. 3.1. Ideation 4.1. 5.1,

Initiation User Research Workshops Prototyping Test
| ‘
12, 225 3.2. Concept 4.2. 2.2;

Planning Benchmarking Development Implementation Evaluation
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OBS

Organization
Breakdown PROTOTIPE PRODUCTION

Structure

PROJECT TEAM

| T I Ing.Enrico Ferri

Senior Designer production Buyer External Sales Account
manager supplyer
Ing.Leonardi Ing.Faber Sig.Soldo ing.Fornari Sig.Clienti
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RAM, RACI

Project
Manager

L R R

—
[

=4 \ Sales Account

Fornitore
specializzato

Ufficio
Acquisti

Capo
Produzione

Progettista
senior

REALIZZAZIONE

il

WP1

Progettazione

WP5

Assemblaggio

PROTOTIPO
WPO
WP2 WP3 WP4
Telaio Acquisto Sistema di controllo
del motore

Finale

A-R

A-R

Sig.Clienti

ing.Fornari

Sig.Soldo

Ing.Faber

Ing.Leonardi



CWBS
Contract Work

Breakd own CONTRACT BREAKDOWN STRUCTURE
Structure

________________________________________________________________________

| : |
| , |
: | C1 I l !
| ! |
" DESIGN PRODUCTION PROCUREMENT ~ SALES | | SPECIALIST |
FotTTmTTmmee e et e F = | = = = I OUTSOURCER,
l S
:‘ c3 | | :‘ c4 | |
| : | :
: SUPPLIER I : Sales partner CIND 52
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The principles of agile methods

Customer involvement  Customers should be closely involved throughout the development process. Their role is provide
and prioritize new system requirements and to evaluate the iterations of the system.

Incremental delivery The software is developed in increments with the customer specifying the requirements to be
included in each increment.

People not process The skills of the development team should be recognized and exploited. Team members should
be left to develop their own ways of working without prescriptive processes.

Embrace change Expect the system requirements to change and so design the system to accommodate these
changes.
Maintain simplicity Focus on simplicity in both the software being developed and in

the development process. Wherever possible, actively work to
eliminate complexity from the system.
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HOW TO IMPROVE USER EXPERIENCE IN THE INTERNISHIP PROCESS

Work Breakdown Structure

Ty Service Design Project
B Bt Ue
o wWh?
®  tmgwn el el
Service Design Project Charter 1. Planning 2. Research 3. Ideation 4. Design 5. Evaluation
O P e VA e |
1. Project Title and Description T — )
1.1. 2.1. | 3.1.Ideation 4.1. 5.1.
. T - —
A.ProjectTitle Initiation User Research Workshops Prototyping Test
-
= T | G B. Business Case C. Project Objedtives 12. 22 | 3.2.Concept a.2. 2.2.
A Poopacs e Planning Benchmarking i Development Implementation Evaluation

e Why?
e Expected Benefits:

L e T e Nt ey

— e | D.ProjectScope (Activities)

[T P —
E.Project Short Description
W T b
et II. Project Organization
[y =T A.ProjectSponsor B. Project Manager
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Work Breakdown Structure

Service Design Project
1. Planning | 2. Research || 3. Ideation | 4. Design 3 5. Evaluation

2.1.

3.1. Ideation 4.1.

User Research Prototyping

Workshops

1.2. 2.2. 3.2. Concept 4.2, v 2y A
Planning Benchmarking Development Implementation Evaluation
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