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Service Design Laboratory

• Online workshops: February 20, 21, 22 
• #1 (Feb. 20) [Knowing about what we know]

• #2 (Feb. 21)  [In The Shoes of the User]

• #3 (Feb, 22) [Generativity in action]

• Labs in Salamanca: February 27, 28; March 1, 2:
• Lab #1 Discover & Define  [Searching “outside-in”]

• Lab #2 Define [Searching “inside-out”]

• Lab #3 3Develop [Modeling and Making]

• Lab #4 Deliver [Presenting and Action planning]



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.



Workshop #1 (09:00-13:00) 
[Knowing about what we know]

#1



Workshop #1

1. The Service Dominant Logic

2. Strategic Design (with an example)

3. Focus on Higher Education

4. Project Design

5. My experience: Why designing services matters?
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The Service Dominant Logic



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.

IT IS THE 

SAME THING!
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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

INTEGRATION 

SERVICE

INTEGRATION 

SERVICE

INTEGRATION 

SERVICE



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

All Creative Economies are Imagination Economy



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
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SYSTEM?



What is the value proposition 

for this service?



What is service dominant logic?

What is the value proposition?



What is service dominant logic?

What is the value 

propostion for this 

PRODUCT?
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What is service dominant logic?

HOME BANKING

CLOUD

What is the value 

propostion for this 

product?



What is service dominant logic?
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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?

What is the value 
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service?



What is service dominant logic?

… and for this service?
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Technology as an interface (in-between)



TH H

Artificial things not only "serve" but "mean"

TN H

Technology as an interface (in-between)

serve

significa



Artificial things, like people, have behaviors
linked to humans

Technology as an interface (in-between)

TT H

TT H
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Between our goals an us

there are the problems

Design is a 

problem solving process

FIND THE 

RIGHT 

PROBLEM

FIND THE 

RIGHT 

SOLUTION

FIND THE 

CAUSES









Design of everything

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

a. The service strategy aligned with the Strategy of the organizaton

b. The outcomes (value in use)

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

d. The operations (processes) that deliver the desidered outputs

e. The artifacts that enable processes

f. The maintenance system for processes and artifacts

g. The continuous improvement system for the processes and of the artifacts

h. The project Management plan and The Project Plan to implement (c, d, e, f, g)



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



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.

• Product Breakdown



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
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Strategic Design
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CAUSE A CAUSE B
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FORMULATION OF A STRATEGIC VALUE PROPOSITION FOR A NEW INTERNSHIP SERVICE PROJECT





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-O) 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?



Design of service strategy
Logical Framework

Project Summary/

Intervention Logic

OVI MoV Assumptions

Objective: long-term Impact Goal Overall 
Objective

Objective: short-term Outcome Specific 
Objective

Purpose

Results Outputs Results Results

Activities Activities Activities Activities

Different Terminologies Used



STRATEG
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EXECUTIO
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TODAY WE ARE GOING TO DECIDE

OPTION 1 OPTION 2 OPTION 3

STRATEGIC DESIGN





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

in problem finding
in problem framing
in problem solving

STRATEGY 
IS ABOUT

FOCUS

Key message:



The ladder of changing capabilities

Business Process Re-engineering is usually 

deployed when the objective is to optimise 

what you already do.

Innovation requires inspiration and 

divergent thinking — meaning you'll 

explore many different solutions

TQM is used when the objective is to 

optimise what you already do.



Design of service strategy
Business Model Canvas

New service Business Model Canvas



HOW TO IMPROVE USER EXPERIENCE IN THE INTERNISHIP PROCESS
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I feel embarrassed when 

there are very athletic 

young women and especially 

men in the gym.

LUXURY IS NOT 
IMPORTANT

I PREFER TO PAY LITTLE

SOME PEOPLE 

TAKE GYM TOO 

SERIOUSLY. 

I PREFER TO HAVE FUN



Feature Improvement
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COMPETITOR AS USUAL
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Project Design
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HOW TO IMPROVE USER EXPERIENCE IN THE INTERNISHIP PROCESS

DESIGN



PROCESSES

PROJECTS

49
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VALUE DELIVERY 
SYSTEM
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TECHNICAL/OPERATIONAL PROCESSES
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Project Management for Services
(in a Service Dominant Logic)

• A new product should be designed 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



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.



Project Lifecycle

102

DESIGN

EXECUTION

PROJECT

PRODUCT

VALUATION AND 
VALIDATION

APPROVED
PROJECT

Engineering/Design Production
THIS IS A 

BLUEPRINT AND A 
PROJECT PLAN

THIS COULD BE A 
WORKING 

SERVICE SYSTEM 
(phisical digital 

and Human)



Technical and managerial Lifecycle of a 
Project
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START PLANNING EXECUTION CSING

MONITORING AND CONTROL



BENEFITS

ONGOING OPERATIONS 
OF THE SERVICE SYSTEM 

(including Service, 
Maintenance and 

Improvement)
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Success of a new service project is success 
of
• Of project management (processes: everything was managed correctly)

• Of the project (products: promised deliverables delivered - output)

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

• 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?



• 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)

Breakdown thinking is the essence of PM
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WORK
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WP3

Buying the motor

WP5

Final Assembly and test

WP2.1

Fabbricazione
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WP1

Design
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Develop control system
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MAKING THE PROTOTYPE

WBS
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CWBS
Contract Work
Breakdown
Structure

C1

PROCUREMENT

C2

SPECIALIST
OUTSOURCER

C1

DESIGN
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PRODUCTION SALES
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CONTRACT BREAKDOWN STRUCTURE
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SUPPLIER
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The principles of agile methods 

Principle Description

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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Work Breakdown Structure


