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04— Testing concepts through prototyping

04 —
Testing concepts through prototyping
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: 04 —
04— Testing concepts through Testing ideas

T through prototypin
p rOtOtyp I ng Turning yougdea iEt)o somethingyp g

tangible you can experiment with

* This stage is about taking
your concept out fora .
spin. |

* |deas on paper can be
interesting, but bringing
those ideas to lifeand &=
testing them can be
invaluable.




04 —

Getting starded: Why prototype? Testingideas

Develop

Prototyping builds your
understanding of what the
concept really means. How
does it look and feel? How
will people interact with it?

Communicate

Prototyping expresses your
concept in a tangible form.
Your collaborators will

be able to give you more
constructive feedback if
they can see, touch and feel
your concept, instead of just
hearing you explain it.

through prototyping

Turning your idea into something
tangible you can experiment with

Test

Prototyping brings your
concept in front of those
whom you are designing for,
so that you will yield the
most direct feedback and
uncover insights.
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What can be
prototyped?

Almost anything can be prototyped. What follows is how to
go about prototyping and some specific tools to support your

activities.

— Citizen experiences —

—  Policies —

—  Software

— Public offer experiences —

1

Clarify your
learning goals

04 —
Testing ideas

Turning your idea into something
tangible you can experiment with

Organisational structures
Systems
Processes

Spaces

2 3 4 o
Develop your Create your Run your Iterate your £
experiment plan  prototype prototype prototype

through prototyping



The method is typical of structured
approaches to creativity

divergent thinking to ensure the exploration of many possible solutions
Convergent thinking to arrive at an optimal solution.

o



AN ABDUCTIVE METHOD

* Nor deductive (premises -> consequences)
* Nor inductive (observation -> deduction)

* The abductive method involves looking for clues, producing
hypotheses, putting them to the test.

ISTITUTO
IND &6

DOCUMENTAZIONE
lRE INNOVAZIONE

RICERCA EDUCATIVA



Use of visual (and sensory) thinking

Try
* Metaphors
Role-Playing
* Prototypes

HOW: Identify the stakeholders
involved in the design problem and
assign those roles to members of the
team.

The flow of
experience (pains
and gains) can be
reconstructed and
not simply imagined.

WHY': By enacting the activities within
a real or imaained cante he team

Designing a medical device, the IDEO
team role-played a situation involving
a doctor, a nurse, a patient, and an
anesthesiologist to simulate the
interdependent tasks demanded of
the operating room staff.




Use of visual (and sensory) thinking

« Metaphors -

Bodystorming
* Prototypes

HOW: Set up a scenario and act out
roles, with or without props, focusing
on the intuitive responses prompted
by the physical enactment.

Creating easily testable
mockups of the
product or solution
allows end users to
interact with the
solution before making
a significant
investment in
implementing that

solution.

WHY': This method helps to quickly
generate and test many context- and
behavior-based concepts.

Bodystorming various ways of
sleeping in airplanes helped the IDEO
design team to generate a wide
variety of concepts for an airplane
interior.




Use of visual (and sensory) thinking
(feel before think)

* Visual or narrative elements: charts and graphs, storytelling, use of
metaphor and analogies, and so on

* Deep understanding of users: observing and interacting with them in
their natural habitat (ethnography, qualitative research methods,
participant observation, interviews, journey mapping, job analysis,

etc.)
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Use of visual (and sensory) thinking
(feel before think)

e Structured collaborative work: mind mapping to facilitate drawing insights
from ethnographic data and to create a "common mind" among team
members, using collaborative ideation such as brainstorming and concept
development techniques

 |dentifying assumptions: assumptions about value creation, execution,
scalability, and defendability that underpin the attractiveness of a new
idea

* Prototyping: techniques that facilitate the realization of tangible abstract
ideas (storyboards, user scenarios, metaphor, experience journeys,
illustrations of business concepts, etc.)

* Field Experiments: Test the main underlying and value-generating
assumptions of a hypothesis in the field with stakeholders
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Roleplaying

Get into character as someone (or even as a piece of
equipment) delivering a new experience or stepping
through one.

* Using Dramatis Personae

* Determine the essential roles and who will play them. These
roles can be customers, frontline and backend staff, or even
systems needed to support the experience.

e Use costumes and props to enhance the story, but don’t
spend too much time making them perfect.

* Improvise your way through the story or pause at important
moments to resolve how each role is contributing to the
overall experience




Simulation

Mock up your concepts at scale to invite feedback.

* Determine what you want to design and build depending on your
learning goals. What are you uncertain about that you want to learn
more about?

* Most often, physically building experiences using basic supplies like
foam core and incorporating tools like roleplay is a great way to bring
concepts like new service experiences to life.

e Virtual reality (VR) tools are increasingly becoming more accessible so
this is also a great way to simulate a potential new experience
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. : 04 —
Minimum viable product Testing ideas
through prototyping

Turning your idea into something
tangible you can experiment with

 Methods and tools associated with agile development greatly support
the ability to design and build an MVP rapidly.

Not like this....

Like this!
© © O ©
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Prototyping tool

— Testing ideas through prototyping

Worksheet

Hypothesis .) Try out your idea to judge .) Test your idea again after having .) Make a list of all the things that
whether it can work in real life developed it further you need to make your idea real

Specify the maln ieaoncept/hypathe- Balld 2 small model of your iea using cardoand/ Using the nsighas learnod froes the previous stage, List things like activities, resousces, people and
sis that you want to tes. paper, or any material you see lylng arcund, to en- bulld a new model of your concept. Ouce sgain test materials that you need to impheoent Yoo bdea and
e you 1o so¢ your ke (n three dimenshons and with your target sadience and check whether changes tern Kk into a reality
check whether It would work smoothly. or new elements work e syachroalsation
Act out parts of your kiea when you meet wikh Capture your obser vations and reflxtions hete.

your target andience. How will they know how to
use I Try acting ost different possidilities to learn
adout akernative ways of dolng things

Capeure your cdservations and reflections here.

Attiva

Passa a Ir

Workahee! adapted from DIY Tookit's Prototype lesting plan’




Prototyping tool

— Testing ideas through prototyping,

Hypothesis .)

Specify the main idea/concept/hypothe-
sis that you want to test.
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Prototyping tool

— Testing ideas through prototyping,

.) Try out your idea to judge ’

whether it can work in real life

Build 2 small model of your idea using cardboard/
paper, or any material you see lying around, to en-
able you to see your idea in three dimensions and
check whether it would work smoothly.

Act out parts of your idea when you meet with
your target audience. How will they know how to
use it? Try acting out different possibilities to learn

about alternative ways of doing things. IND 555
Capture your observations and reflections here, - | BoCUhENTazne
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Prototyping tool

— Testing ideas through prototyping,

_) Test your idea again after having .)
developed it further

Using the insights learned from the previous stage,
build a new model of your concept. Once again test

with your target audience and check whether changes
or new elements work in synchronisation.

Capture your observations and reflections here.
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Prototyping tool

— Testing ideas through prototyping,

_) Make a list of all the things that
you need to make your idea real

List things like activities, resources, people and
materials that you need to implement you idea and
turn it into a reality.
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, 04 —
04— Testing concepts through Testing ideas

o th h totypi
prototyping rough prototyping

Turning your idea into something
tangible you can experiment with

* This stage is about taking
your concept out for a
spin. Ideas on paper can
be interesting, but bringing
those ideas to life and
testing them can be
invaluable.
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04 —

Getting starded: Why prototype? Testingideas

Develop

Prototyping builds your
understanding of what the
concept really means. How
does it look and feel? How
will people interact with it?

Communicate

Prototyping expresses your
concept in a tangible form.
Your collaborators will

be able to give you more
constructive feedback if
they can see, touch and feel
your concept, instead of just
hearing you explain it.

through prototyping

Turning your idea into something
tangible you can experiment with

Test

Prototyping brings your
concept in front of those
whom you are designing for,
so that you will yield the
most direct feedback and
uncover insights.
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Component(s) added at each station

Work
flow - |
Work carrier ‘ ~ ; Finished
or base — ol B : assembly
part in out

ASBY ASBL( ASBY
MAN MA MAN

Sta. Sta

" ’ y
b o Y 3 , \ | [
. - : g —'_“' — — Ts \ ‘

\ C‘- - ’ < '4 '- - » :‘ o —

AT o o 'A
- - e - LS & i

- a ." / | ! 5
- 4 >
)

IN THIS WORKSTATION = |
SOMETIMES IT HAPPENED &
=~ THAT THE WORKER CANNOT
=@ ASSEMBLE THE PART BECAUSE |
’ SOME BOLTS MISSING IN g
THE CARRIAGE

pp——

—

.

b



—
Customer
Actions: Thisis a This s a Thisis a Insert your desired Insert your desired This is 2
.‘ 3 _’ . e _’
sample text sample text sample text text here, text here. sample text

o= =

Touch :

Points:  _, L
Line of
Interaction Frontstage:

Thisis a
sample text s¢ ple text

Line of

IN THIS TOUCH SOMETIMES
IT HAPPENED THAT THE USER
CANNOT OPEN THE DOOR OF
HIS ROOM BECAUSE HE
CANNOT USE THE
ELECTRONIC KEY




WORK GROUP

https://miro.com/app/board/uXjVPnDDMTs=/

https://miro.com/app/board/uXjVPnC2uM4=/

https://miro.com/app/board/uXjVPnC2uRo=/
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https://www.higher-education-marketing.com/blog/effective-persona-development-international-student-recruitment

https://studyportals.com/student-recruitment/international-student-persona-canvas/

Age: 20
Gender: Female

Ethnicity: Asian
Home Town: Beijing, China

Income: $200,000
Major: English
Minor: Int’l Studies

Education:  Some college

Priorities

* Chances to improve English

* Groups to connect with
other International
students, especially other
Chinese students

The International Student
Meilin Xiu

“It is really important for me to learn as much about the English
culture as possible. | wish to study at a school with diverse
groups and opportunities to become a well-rounded individual.”

Meilin was born and raised in Beijing, China. Her father is a successful businessman who is
strongly encouraging her to study in the United States to receive a US-based education and
become fluent in English.

Meilin is looking for a university that is out of the big city, since she has lived in one of the world’s
biggest cities her entire life. She hopes to become part of a community that will accept her and
teach her about the English culture. She also wants to meet students from all over the world in
order to broaden her knowledge of different cultures.

Although she is from miles away, Meilin does not want to feel like an outsider in the English
community. She does not want to be treated differently just because she is from another culture.
She strongly desires to make friends of all ethnicities and become well-rounded.

Goals Technology Use Hobbies
* [mprove English * Average e Traveling
*  Connect with students e Owns asmart phone * Reading
from around the world * Uses laptop very often ¢ Cooking cultural foods
e Become well-rounded e Photography
* Have a career relating to

foreign affairs
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THE INTERNATIONAL STUDENT PERSONA CANVAS

Try portraying a real student: What are their
-SYYS NI N = F Ariemind 'S
name, age, country and city of origin? Have

)

they already earned a degree? If so, in what?

L

BACKGROUND

X

\. . O

vwhnat career patn ao students want 1o

follow? What are their expectations

(72

/”"HY"K about what mo

~F

students. Many of the
passionate about lea
purposeful life. They
applying their skills t
cause and finding the
sweet spot where pa:
mission, profession a
vocation intersect. Sc

career-driven. They w

aiter results and pusl

and every limit they &

o

The most important questions to answer here are:

What kind of study would the student like to pursue

and where? Think about their educational background,

Q)

Cc

40

specify previous degrees and field of study.

Mostra tutto



Working Student Wes

| need to earn an

; _ 3 B B advanced degree 5o |
His Story: Primary Challenges e - can develop my skills

and continue building

Working Student Wes is 3 working ° Baiancing his education with nis full time
& ceinnalwhasanre 1 velop h kills i his al liE my career. ”
professional whe wants 10 develop his skills job 2na his secial lite
and pesition himself fer career ° Mavigating the graduste admisslons
advancemeant. He has experience working in process, incluging studying for entry exams
the field, but he knows that he will need to
Ll ey R CRa AGE 25-35
earn g degrae in order to keep moving up .
the ladder. Wes is locking for a flexible anary Interfaces
program that wili allow him to balance ROLE Full Time
school and work, such as one with hybrid or °  Colesgues Professional
onlins course formazs. . Eamiy )
© Friends STATUS Single
. LOCATION New York, NY
Top Goals Sources of Information
A EDUCATION Bachelor’s Degres
° Successfully earn a graduate degree that © Online resoucces
will silow him t© advange his career ° industry publications
° Find a flexible program with learning ® Sccial medis FAMILY Parents and
optiens that will silcw me 1o balance my ° Friends and family siblings

Career and egucaticn
° Use my egucation &s an opportunity 1o
develop my professional neznvork




Student

Male, 20 years old, and
lives at his parents.

He is a fast learner
when it comes to new
technologies, and like
the challenge of
complicated things.

- George

. "l want a new and awesome game
. which | can play with my AR

- Drone."

- | have used the AR Drone for a

* couple of weeks now. In the start |
. found the controllers to be really

. hard, but it was fun to master them.
" Now, | want a new and awesome

- game which | can play with my AR
* Drone. | am also interested in

' learning new things | can do with

. my AR Drone. For example a new
. trick or exploring a new function.

| do not use my AR Drone as often
. as | use my Xbox and PC. But | like :
. touse it when | have friends over
. or | want to do something else than -
- to sit inside.

Needs

. 1. Anew game on my iPad.
- 2. An exciting game that

dont feel so gimmicky.

3. Something different than

the other games | have.

. ldeal features

- - The same controllers | am
- adapted to and know how to

' use.

. - Easy to play but hard to
. master.

- New functions | have not
- seen before.

- Frustrations

- - Annoying sounds.
- - New and complicated

controllers.

. - Boring story.

B RP
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Awareness

Prospects

These are people who are
just starting out their
college search - they are
learning more about the
process and whether
college is right for them -
but have not yet started
seriously considering
different schools.

These leads may...

« Research careers and
majors

» Research typical costs

Consideration

Inquiries

These are your
“traditional” college leads
- they are actively
considering different
schools (including ABC
College) and have
requested more
information about specific
schools

These leads may...

» Request a Viewbook
» Contact Admissions
- Visit campus

Decision

Applicants

These are leads that are
in the final decision stage
- they've applied and are
ready to chose a school

These leads may...

- Apply

« Visit campus

Enroliment

Matriculants

These are current
students who will still
have to decide term-to-
term if they want to
continue at ABC College

These leads may...

« Speak to an advisor if
they are having any
troubles

« Refer ABC College to
others

innova
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What questions should student personas
address?

* Triggers — Why are they looking at colleges?

* Goals — What are they hoping to get out of going to college
(Guaranteed job placement? Networking opportunities? Living the
“typical” college experience?)

* Decision criteria — How are they comparing
schools? What information do they care about?

* The “Application Journey” — How does the research + consideration +
application process look? Whendo they start looking, visiting, and
applying to schools? Who else aids and influences their decision?



How Student Personas Can You Help Attract
more Inquiries and Applicants

* Student personas help identify what information is most important to
prospective students — which can have implications for all of your
marketing content (especially your online content).



You can use student persona research to
support value proposition decisions like:

* Reorganizing a college’s site navigation so the “critical pages” for
prospective students were all accessible in 2-3 clicks from the home

page

* Writing eBooks addressing questions prospective students typically
struggle with (like a First Timer’s Guide to Filling Out the FAFSA) that
can be downloaded in exchange for their contact information

* Creating automated email campaigns addressing the most common
“pushbacks” prospective students have against applying to a specific
university

* Rewriting web and marketing copy to highlight the information and
selling points the personas reallycared about



Persona

Donna Redding, Suburban mom

Goal

| Go on a family vacation

Stages of journey

Desire for Explore Select

travel options Vacation

Book

travel

Schedule s
Experience

vacation

Travel to
location

meals and
events

Remember

experience

Customer needs and activities

* Find out * Discuss with * Discuss with * Book Book a few * Figure out what <« Arrange for * Pack up family Create digital
about school family family cheapest reservations to pack and activities at Plan for food photo album
vacations * Discuss with  + Search flight and for dinner pack family hotel and meals Send pictures

* Find out friends online for hotel that nearby * Print tickets and * Keep track of during the trip to friends and
about family * Read details on meets needs Find and book travel all of things Plan for family
events magazines top options of the entire a couple of information that have transportation Tell people

* Review online family interesting * Plan for been to and from about the
travel sites tours and transportation scheduled airport good and bad
*+ Getsense of excursions to and from * Post fun stuff parts
costs airport on Facebook

Expectations for online travel agency  (Customer perception of experience: Good | Neutral | Bad)

* None * Compare * Compare * Book * None * Notify when * None Notify when None

prices of prices of cheapest flights are late flights are late
different different flight that * Rebook Rebook
travel itineraries meets needs flights when flights when
destinations * Book thereisa thereisa
and packages cheapest missed missed

hotel that connection connection

meets needs

Emotional state of persona

Sharon

-Has a Starbucks card
-Tries too hard to be cool
t -Enjoys swing chairs

HO)"

: . ry .
-Still shops In the Juniors section :

-Always has snacks on the counter
-Drives a mini van with movie screens

Carol

-Uses terms like "blood crange®
-PTAMam

-15 the saltiest of the suburbyan white
moms

Jillian
-Has fifty kids

-Just wants 1o take a nap
-Likes the house at 8000°'C




| Donna Redding, Suburban mom

Stages of journey

Desire for Explore

travel options

Customer needs and activities

* Find out * Discuss with * Discuss with * Book .
about school family family cheapest
vacations * Discuss with  * Search flight and

* Find out friends online for hotel that
about family * Read details on meets needs .
events magazines top options of the entire

* Review online family
travel sites

* Get sense of
costs




Stages of journey

Desire for Explore Select Book
travel options Vacation travel

Expectations for online travel agency (Customer perception of |

* None * Compare * Compare * Book .
prices of prices of cheapest
different different flight that
travel itineraries meets needs
destinations * Book
and packages cheapest

hotel that

meets needs

Emotional state of persona
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Emotional state of persona

Happy

Sad

oW

Potential opportunities for improvement

* Offer sample

itineraries for

family
vacations

* Allow searches

across multiple
destinations,
e.g., lowest
cost options
anywhere in
Caribbean

Provide
reviews of
hotels from
previous
families on
vacation at
hotels

* Explore

closing “white
space” with
vacation
scheduling
that includes
restaurants &
excursions

* Develop

proactive
rebooking
based on
family traveler
profile

* Explore

closing “white
space” by
sending
targeted
offers based
on family
itinerary

* Develop

proactive
rebooking
based on
family traveler
profile

Provide
capability to
easily share
photos,
comments
and details of
itinerary
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Customer Journey Map

AUTCrTAAT
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The trainride

5 function overlapping

buy ricket touchpoints to buy a ticket
( \
| sms |
I | o
frainride
| l o)
park bike = |
(©) | counter
I
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) / | wail for )
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paniip | I catch bus
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Enriched Experlence

Poached Experience

@ Starbucks Experience Map

Tasty annic y
@ ot FrooWi.F
(®) wom :

@ s Poopi wiching

Date: 3/22/10

Eric - Repeat Customer
Purpose: To work/drink coffee

, Audtic Sorestions Oazng e
@m‘m @ e @;mna (@) mocrseai Bastng ar conctodig
@) wn=
Unwiing wmething W
T OFE R @i
Mot bre work £paces .mnvmm flack tuat
- @ m Furmiture not kdea for comgrater work
——
e reraaere (@) 37w
Uncomrfortabio woodon ohals
Anticipate Enter Engage Exit @ Reflect
| |
z L |
Car Work Walk Dut Car

|
Touchpoints = Office

I
Walk-In Line Order Pay Sit Drink

Pack Up

9.b | wouiz
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Enriched Experience

Anticipate

Touchpoints ~ Office

Car

Line

@ Starbucks Experience Map

Ozz @~

@ Lo musc
Dersrning
@ F\.:;:v‘:;vmmm S
@ ot g work speces @ NCX g WOt e
“codtax
@ Confusg TRl NCE KGE O SOt work
Lack OF porsors TR @ ::g&
woocor chars
Engage
Order Pay Sit Drink Work

Date: 3/22/10

Eric - Repeat Customer
Purpose: To work/drink coffee

EXit (@  Reflect

Pack Up Walk Out Car
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Enriched Experience
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& Starbucks Experience Map
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Service Blueprint (Hotel)

Physical
evidence

Customer
actions

Onstage
contact actions

Backstage
contact actions

Support
processes

; Exterior Cart For Lobby & Haboy

Makes
reservation

Arrive at
hotel

v

Makes
reservation for
guest

Process
reservation

Employee Room
Elevator p Y ,
Uniforms Décor

Give bags to . Receives Tips bellperson
bellperson Check in Get key Go to room bags pon
Greet & Register Deliver
take bags guest bags
v
Process

registration




Restaurant service blueprint

e Ambient Employee B Furnishings Table
evidence i
Host Stand Lighting Signage Uniform & Décor Bar Area Settings Restrooms
Make§ Check inat = Waits to be En’Joys Sits down Is greeted Er_ugys Pays check
reservation = host stand seated décor by server dining

Greets Notifies them = Escorts them Server Server Server delivers | Server delivers | Server confirms
guests of wait time to table greets them ta kes order drinks & starters entrees satisfaction
————

Offers & Chef prepares = Chef prepares Kitchen staff
prepares drinks starters main course does dishes
Clganlng & Payment
setting tables
system




Hospital service blueprint

Physical
: : Front Desk & Special Examination
evidence Parking [ Ambulance [l Stretchers /7o 0 P Pharmacy Lab
Waiting Area Dept Desk Room
Arrival / Request help | Fill out forms §§ Go to exam Meet with tri:i:\\; : Go to Leave
park car from staff in waiting are room doctor prescription pharmacy hospital

Receive Greet & Enter forms Doctor reviews Greets & Give Pharmacist
parking pass register into database | medical history examine patient diagnosis greets patient

Fill
prescription

Parking garage Process Process Insurance info Diagnosis & Preparation
prescription

ticket generated B registration forms processed vecetved for bill




Service Blueprint for the Urban Marketing Class, NABA Design

. _—

Physica| NABA catalogue  Email
evidence Course confirmation

User Register for
actions

Line of Interaction

Sign in&register Give project
students discussion and framework and
revisions project deadlines

Front-of-Stage
Interactions

Line of Visibility {

Back-of-Stage """mwm' Mm' mr‘ ‘“mw” o Mk
(Backoffice) welcome overstudents’  projectorand  who gets to ask
: projectstatus  run presenta- question
Interactions tion :loldtnht
quick notes
Line of Internal Interaction l l I ] |
~ Setupand Get assistant projector,  Coordinate
Suppoft s:'lm m:j:m ' “hmmzu s:.:“m course NE
) (registration, up course Get remote development and
processes and and get. : TIVA
Lo R | (waRes

project blogs projector



Physical

Evidence

Parking Entering
Vechicie Museum

Process
Payment

Financial Visitor
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CUSTOMER
JOURNEY

LINE OF
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‘RONTSTAGE

eEMPLOYEE
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SUPPORT
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Think and Feel

finding my keys. It's called memory.”
“I am so frustrated about having this

Hear

“Let me ask my colleagues how they use these apps.”
“I heard someone at the supermarket saying
they found an app for meditation. They swore by it.”

Say and Do
“I'm so forgetful. | want an app
that helps me find my keys."

how to solve this key problem.”

“This is ridiculous. There's already a tool for

last-minute problem each time | want to head out.”
“I worry I'll be called out for reaching late every day.”

Ve

“Let’s find some YouTube videos on

See

“All my colleagues use apps

for their daily functioning. It seems to

have made them more efficient at work too.”

-

)

e Pain points
“Weak memory.” J

“Rushed environment.”

A e AL DR e 2 SO AR S AL AT T A ST LADC - ..

that are easily misplaced in the house.”

Gains

“Ease in finding everyday items

TR

-

AT = ONGATER TN



https://www.youtube.com/watch?v=QwF9a56WFWA
https://www.youtube.com/watch?v=QwF9a56WFWA
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The duration of each internship is 30 working days. At

- During the start and the continuation of the internship each faculty and school, the internship committees (the

period, the mentor of the student from the university members are the academicians) manage the whole
and the responsible manager of the enterprise are in process.

close contact.

** The internship before employment (after graduation from
- Big enterprises select interns in accordance with some university) is not developed. Instead; some enterprises
criteria. So, if the intern is successful, the enterprise may employ new graduates as nominees for max 6 months and

offer recruitment. then employ or not.

*** Two years before, by Presidential Human Resources
There are 2 internship periods for university students; Office started a National Internship Program for
first: after the 3rd class, and second: after the 4th class, planning and matching the enterprise and the interns at

during the summer holidays. the national level.

**%* Some universities do paperless internships over a portal.




INTERMNSHIP
PLAN
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Components of the system

* A service blueprint for the internship setvice could include the
following components, con5|der|ng the l,Jsers the intern, the school
supervisor, and the company's mentor: @

I

{.




Personas of the system

A service blueprint for A NEW mternshlp service
should consder the following ”PERSONAS” (THE USERS)
the intern, the school supervisor, aqd the company's mentor:

B R




Frontstage components:

These are the intera¢

They include:

Application proce:
including submitti

Internship onboar
organization, inclu

Daily tasks and re:
internship, includii

Mentorship sessic
and support to the

IND &2

LE
DHOLL FERTA IORE
IRE &5

;ompany mentor.
he internship,

ng in an interview.
iced to the host

for during the

guidance, feedback,

Performance assessments: This is the process through which the school supervisor and/or

company mentor assess the intern's performance and progress



Backstage components:

These are the interactions that are not visible to the intern, school supervisor, and company
mentor. They include:

* Intern selection process: This is the process through which the host organization selects the
intern, including reviewing resumes and cover letters, conducting interviews, and making a
decision.

* Internship design and planning: This is the process through which the host organization designs
and plans the internship program, including setting goals, responsibilities, and expectations.

* Mentorship preparation: This is the process through which the mentor prepares for mentorship
sessions, including researching the intern's background and goals, and developing a mentorship
plan.

* Performance evaluation preparation: This is the process through which the school supervisor
and/or company mentor prepares for performance evaluations, including reviewing the intern's

work and progress, and preparing feedback.
- | IND iteic, .
IRE 35095



Artifacts and forms

e 1. Daily notes taken every day during the internship by the intern.

2. The report prepared and submitted by the intern at the end of the
internship.

3. The evaluation form is to be filled out by the responsible manager
of the enterprise.

e Other ........
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From Strategy to Solutions

VALUE IN UsE
FOR INTERN,
SUPERYISON, AND
MENTOR

SMALL
INVESTMENT
N DEVELOFMENT

BET A
STANDARD

FOR THIS SERVICE

. Clear and realistic expectations

. Mentorship

. Good communication

. Relevant and meaningful tasks

. Flexibility

. Professional development

. Feedback

. Opportunities for networking

Chat/messaging

Video conferencing

Access control

Notification system

Emall integration

Calendar integration

Document sharing



VALUE IN USE
FOR INTERN,
SUPERVISOR, AND
MENTOR

SMALL
INVESTMENT
IN DEVELOPMENT

SET A
STANDARD
FOR THIS SERVICE

STRATEGIC
OPTION B

Service Design Process Simulation

VALUE IN USE
FOR INTERN,
SUPERVISOR, AND
MENTOR

SMALL
INVESTMENT
IN DEVELOPMENT

SET A
STANDARD
FOR THIS SERVICE

ISTITUTO
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DOCUMENTAZIONE
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Critical succes factors for an Internship

(brainstorming)

Clear and realistic expectations:
Both the intern and the
organization should have a clear
understanding of the goals,
responsibilities, and expectations

“for the internship.

Relevant and meaningful tasks:
Interns should be given tasks that
are relevant to their field of study
and that challenge and stretch their
abilities.

Opportunities for networking:
Interns should be given
opportunities to network with other |
professionals in the organization
and in their field.

Er———— m————==

VALUE IN USE
FOR INTERN, SUPERVISOR,
AND MENTOR

Mentorship:
A good mentor can provide
guidance, feedback, and support for
the intern's professional
development.

Flexibility:
The internship should be flexible
enough to accommodate the

intern's learning style and pace.

Feedback: !
Regular feedback should be
provided to the intern to help them

o |
understand their progress and areas |
for improvement.

o e ==

{

4

Good communication:

Good communication between the
intern, supervisor, and organization
is essential for a positive internship
experience.

Professional development:

The internship should provide the
intern with opportunities for
professional development and
growth.




Clear and realistic expectations:
Both the intern and the organization
should have a clear understanding
of the goals, responsibilities, and
expectations for the internship.

I BELIEVED THE COMPANY
WANTED ME TO DO MARKETING |
BUT THEY WANTED ME TO DO |
SALES.
AND I DIDN'T LIKE IT

PAIN




Relevant and meaningful tasks:
Interns should be given tasks that
are relevant to their field of study
and that challenge and stretch their
abilities.

CRM
IS NOT WARMLY GREETING
CUSTOMERS!

PAIN



Opportunities for networking:

Interns should be given I FOUND MANY NEW CONTACTS

WHO WILL BE USEFUL IN MY
FUTURE CAREER!

|
|
opportunities to network with other E
professionals in the organization

and in their field. i

—r T v ——— e ———— o ————

—~—————— —

GAIN




Mentorship:

A good mentor can provide
guidance, feedback, and support for
the intern's professional
development.

PAIN




Good communication:

Good communication between the
intern, supervisor, and organization
is essential for a positive internship
experience.

GAIN




Flexibility: | I LOVED THAT I COULD
The internship should be flexible | ALTERNATE A JOB AT THE DESK

enough to accommodate the WITH ONE IN THE FIELD
intern's learning style and pace. '




Feedback:

Regular feedback should be

provided to the intern to help them
understand their progress and areas

for improvement.

PAIN

I UNDERSTOOD ONLY ON THE
| LAST DAY OF THE INTERNSHIP
THAT I DIDN'T UNDERSTAND

APPRAISAL =

POOR PERFORMANCE ||

ANYTHING!

THE INTERNSHIP HAS §

FAILED




Professional development:

The internship should provide the
intern with opportunities for
professional development and

GAIN

growth.

IN THE COMPANY THEY PROVIDED
ME WITH AN INTERESTING |
EXPERIENCE AND CAREER PLAN



RANKING OF USER NEEDS

:

VALUE IN USE 1. Clear and realistic expectations ;
FOR INTERN, SUPERVISOR, |

>

AND MENTOR 2. Mentorship !

_——————

3. Good communication ;

—y———————

4. Relevant and meaningful tasks |

— ey ———— — — e —

5. Flexibility |

6. Professional development E

7. Feedback I

|

e e e e ———

8. Opportunities for networking i

!



The different touches of the customer

journey of the intern.

* Awareness: This is the stage where the intern becomes aware of the internship opportunity and starts to
research it. Gains in this stage include learning about new opportunities, gaining a sense of what the
internship entails, and understanding the potential benefits of the experience. Pains in this stage include a
lack of information, confusion about the internship, and difficulty in finding the right opportunity.

* Interest: This is the stage where the intern expresses interest in the internship and begins to apply. Gains in
this stage include a sense of excitement about the opportunity, a sense of accomplishment in applying, and
a sense of hope for the future. Pains in this stage include a lack of confidence in the application, uncertainty
about the outcome, and a sense of disappointment if the application is not accepted.

» Evaluation: This is the stage where the intern's application is evaluated by the host organization. Gains in
this stage include a sense of validation and recognition for the intern's qualifications, and a sense of hope
for the future. Pains in this stage include a lack of feedback, a sense of rejection if the application is not
accepted, and a sense of uncertainty about the outcome.

ISTITUTO
NAZIONALE
DOCUMENTAZIONE
|RE INNOVAZIONE
RICERCA EDUCATIVA



Product requirements

* Chat/messaging: A feature that allows the intern, supervisor, and host organization to communicate in real-time through
a chat or messaging platform, which allows for quick and easy communication.

* Email integration: A feature that allows the intern, supervisor, and host organization to receive and send emails through
the application, which can be useful for more formal communication or for sending attachments.

* Calendar integration: A feature that allows the intern, supervisor, and host organization to schedule and keep track of
meetings and other events, which can be useful for coordinating schedules and ensuring that all parties are on the same

page.

* Notification system: A feature that sends notifications to the intern, supervisor, and host organization when something
new or important happens such as meeting reminders, feedback, progress updates.

* Document sharing: A feature that allows the intern, supervisor, and host organization to share and collaborate on
documents, such as reports and presentations, which can be useful for keeping everyone on the same page and for
tracking progress.

* Video conferencing: A feature that allows the intern, supervisor, and host organization to conduct virtual meetings, which
can be especially useful during times when in-person meetings are not possible.

* Access control: A feature that allows the intern, supervisor and host organization to have different access levels and
permissions to the app, which can ensure that the right people have access to the right information.



Good communication:

Good communication between the
intern, supervisor, and
organization is essential for a
positive internship experience.

Chat/messaging:

A feature that allows the intern, supervisor,
and host organization to communicate in
real-time through a chat or messaging
platform, which allows for quick and easy
communication.

Access control:

A feature that allows the intern, supervisor
and host organization to have different
access levels and permissions to the app,
which can ensure that the right people have
access to the right information.

o

< il

Email integration: )

A feature that allows the intern, supervisor, Video conferencing:

and host organization to receive and send A feature that allows the intern, supervisor,
emails through the application, which can be and host organization to conduct virtual
useful for more formal communication or for meetings, which can be especially useful

Notification system:

A feature that sends notifications to the
intern, supervisor, and host organization
when something new or important happens

sending attachments.

during times when in-person meetings are

such as meeting reminders, feedback,

Calendar integration:

A feature that allows the intern, supervisor,
and host organization to schedule and keep
track of meetings and other events, which
can be useful for coordinating schedules and
ensuring that all parties are on the same

page.

not possible.

progress updates.

Document sharing:

A feature that allows the intern, supervisor,
and host organization to share and
collaborate on documents, such as reports
and presentations, which can be useful for
keeping everyone on the same page and for
tracking progress.

——
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.’A‘



Good communication:

Good communication between the
intern, supervisor, and organization
is essential for a positive internship
experience.

: Chat/messaging t

)
|

Video conferencing t
Access control F
Notification system I:

Email integration I‘
Calendar integration }
Document sharing F



J

Service strategy, critical success factors and
product requirements

(‘ Chat/messaging
VALUE IN USE 1. Clear and realistic expectations l
FOR INTERN, SUPERVISOR, | | Vicieo comrencios
AND MENTOR | 2. Mentorship | gL
S P SRR AR k] I AR A W Access control
(|
3. Good communication T :
_— — ication system
SMALL i
INVESTMENT 4. Relevant and meaningful tasks i Email integration
IN DEVELOPMENT .
5. Flexibility |: Calendar integration
—_— e
SET A 6. Professional development Document sharing
STANDARD ’ !
FOR THIS SERVICE 7. Feedback i
- e —y———
8. Opportunities for networking
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The different touches of the customer

journey of the intern.

e Al. Selection: This is the stage where the intern is selected for the internship. Gains in this stage include a
sense of excitement and accomplishment, a sense of validation for the intern's qualifications, and a sense of
hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the application is
not accepted, and a sense of uncertainty about the outcome.

* A2. Onboarding: This is the stage where the intern begins the internship and becomes familiar with the
organization and its policies and procedures. Gains in this stage include a sense of belonging, a sense of
accomplishment in starting the internship, and a sense of hope for the future. Pains in this stage include a
lack of information, confusion about the internship, and difficulty in finding the right resources.

* A3. Performance: This is the stage where the intern performs the tasks and responsibilities of the
internship. Gains in this stage include a sense of accomplishment, a sense of validation for the intern's skills
and abilities, and a sense of hope for the future. Pains in this stage include a lack of feedback, a sense of
rejection if the intern's performance is not up to par, and a sense of uncertainty about the outcome.

ISTITUTO
NAZIONALE
DOCUMENTAZIONE
lRE INNOVAZIONE
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The different touches of the customer

journey of the intern.

* A4. Feedback and Evaluation: This is the stage where the intern, supervisor and host organization provide
feedback and evaluation on the intern's performance. Gains in this stage include a sense of
accomplishment, a sense of validation for the intern's skills and abilities, and a sense of hope for the future.
Pains in this stage include a lack of feedback, a sense of rejection if the intern's performance is not up to
par, and a sense of uncertainty about the outcome.

e A5. Completion: This is the stage where the intern completes the internship. Gains in this stage include a
sense of accomplishment, a sense of validation for the intern's skills and abilities, and a sense of hope for
the future. Pains in this stage include a lack of feedback, a sense of rejection if the intern's performance is
not up to par, and a sense of uncertainty about the outcome.

I N D ISTITUTO
NAZIONALE
DOCUMENTAZIONE

IRE INNOVAZIONE
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Al. Selection:
This is the stage where the intern is
selected for the internship.

Gains in this stage include a sense of p—

excitement and accomplishment, a
sense of validation for the intern's
qualifications, and a sense of hope
for the future.

Pains in this stage include a lack of
feedback, a sense of rejection if the
application is not accepted, and a
sense of uncertainty about the
outcome.

A2. Onboarding:

This is the stage where the intern
begins the internship and becomes
familiar with the organization and its
policies and procedures.

Gains in this stage include a sense of
belonging, a sense of
accomplishment in starting the
internship, and a sense of hope for
the future.

Pains in this stage include a lack of
information, confusion about the
internship, and difficulty in finding
the right resources.

A3. Performance:

This is the stage where the intern
performs the tasks and
responsibilities of the internship.

Gains in this stage include a sense of
accomplishment, a sense of
validation for the intern's skills and
abilities, and a sense of hope for the
future.

Pains in this stage include a lack of
feedback, a sense of rejection if the
intern's performance is not up to par,
and a sense of uncertainty about the
outcome.

THE INTERN’s

JOURNEY

A4. Feedback and Evaluation:
This is the stage where the intern,
supervisor and host organization
provide feedback and evaluation on
the intern's performance.

Gains in this stage include a sense of
accomplishment, a sense of
validation for the intern's skills and
abilities, and a sense of hope for the
future.

Pains in this stage include a lack of
feedback, a sense of rejection if the
intern's performance is not up to par,
and a sense of uncertainty about the
outcome.

A5. Completion:
This is the stage where the intern
completes the internship.

Gains in this stage include a sense of
accomplishment, a sense of
validation for the intern's skills and
abilities, and a sense of hope for the
future.

Pains in this stage include a lack of
feedback, a sense of rejection if the
intern's performance is not up to par,
and a sense of uncertainty about the
outcome.




Al.Selection:
| This is the stage where the intern is

selected for the internship.

i< stage include a sense of

xcitement and ayCamp ishment, a

cense of vanaation for the intern's
qualifications, and a sense of hope

for the future.

Pains in this stage include a lack of

feedback, a sense of rejection if the
:nis not accepted, and a

applicat

THE INTERN’s
JOURNEY

Ico
PROI,-‘_."[LE MEEANTA G THE
CONGNTERVIEW!
RATULATE MEI"

THIS IS
A REQUIREMENT FOR
THE APP DEVELOPER

ADD THE LESSON
TO THE MOOC

THIS A REQUIREMENT
FOR THE MOOC
CONTENT PROVIDER



THE INTERN’s JOURNEY
‘ SOFTWARE APPLICATION FEATURES

Al. Selection:
This is the stage where the intern is selected
for the internship.

For the intern, the application could provide them with
access to the organization's policies and procedures, as

well as information on their responsibilities and

A2. Onboarding: expectations. It could also provide them with a platform
This is the stage where the intern begins the
internship and becomes familiar with the

organization and its policies and procedures.

for communication with their supervisor and mentor, and

a way to track their progress and receive feedback.

A3. Performance:
Thisis the stage where the intern performs
the tasks and responsihilities of the

internship.

* Access control

* Chat/messaging

* Email integration

* Calendar
integration:

* Notification system:
v * Document sharing
\‘ *Video conferencing

A4. Feedback and Evaluation:
This is the stage where the intern, supervisor
and host organization provide feedback and

evaluation on the intern's performance.

ISTITUTO
NAZIONALE
DOCUMENTAZIONE
INNOVAZIONE
RICERCA EDUCATIVA

A5. Completion:
This is the stage where the intern completes
the internship.




Steps and touches of the "customer

journey" of the supervisor of the internship

* B1. Awareness: This is the stage where the supervisor becomes aware of the internship opportunity and
starts to research it. Gains in this stage include learning about new opportunities, gaining a sense of what
the internship entails, and understanding the potential benefits of the experience for the students. Pains in
this stage include a lack of information, confusion about the internship, and difficulty in finding the right
opportunity.

* B2. Interest: This is the stage where the supervisor expresses interest in the internship and begins to
promote it to the students. Gains in this stage include a sense of excitement about the opportunity, a sense
of accomplishment in promoting it, and a sense of hope for the future. Pains in this stage include a lack of
interest from students, uncertainty about the outcome, and a sense of disappointment if the students don't

apply.

* B3. Evaluation: This is the stage where the students' applications are evaluated by the supervisor and the
host organization. Gains in this stage include a sense of validation and recognition for the students’
gualifications, and a sense of hope for the future. Pains in this stage include a lack of feedback, a sense of
rejection if the application is not accepted, and a sense of uncertainty about the outcome.

ISTITUTO
NAZIONALE
DOCUMENTAZIONE
|RE INNOVAZIONE
RICERCA EDUCATIVA



Steps and touches of the "customer

journey" of the supervisor of the internship

* BA4. Selection: This is the stage where the students are selected for the internship. Gains in this stage include
a sense of excitement and accomplishment, a sense of validation for the students' qualifications, and a
sense of hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the
application is not accepted, and a sense of uncertainty about the outcome.

e B5. Onboarding: This is the stage where the students begin the internship and become familiar with the
organization and its policies and procedures. Gains in this stage include a sense of belonging for the
students, a sense of accomplishment in starting the internship, and a sense of hope for the future. Pains in
this stage include a lack of information, confusion about the internship, and difficulty in finding the right
resources.

* B6. Performance: This s the stage where the students perform the tasks and responsibilities of the
internship. Gains in this stage include a sense of accomplishment for the students, a sense of validation for
their skills and abilities, and a sense of hope for the future. Pains in this stage include a lack of feedback, a
sense of rejection if the students' performance is not up to par, and a sense of uncertainty about the
outcome.

I N D ISTITUTO
NAZIONALE
DOCUMENTAZIONE
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Steps and touches of the "customer

journey" of the supervisor of the internship

* B7. Feedback and Evaluation: This is the stage where the supervisor, host organization and the students
provide feedback and evaluation on the students' performance. Gains in this stage include a sense of
accomplishment for the students, a sense of validation for their skills and abilities, and a sense of hope for
the future. Pains in this stage include a lack of feedback, a sense of rejection if the students' performance is
not up to par, and a sense of uncertainty about the outcome.

* B8. Completion: This is the stage where the students complete the internship. Gains in this stage include a
sense of accomplishment for the students, a sense of validation for their skills and abilities, and a sense of
hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the students’
performance is not up to par, and a sense of uncertainty about the outcome.

IND ISTITUTO
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B1. Awareness: This is the stage
where the supervisor becomes aware
of the internship opportunity and
starts to research it.

Gains in this stage include learning
about new opportunities, gaining a
sense of what the internship entails,
and understanding the potential
benefits of the experience for the
students.

Pains in this stage include a lack of
information, confusion about the
internship, and difficulty in finding
the right opportunity.

B5. Onboarding: This is the stage
where the students begin the
internship and become familiar with
the organization and its policies and
procedures.

Gains in this stage include a sense of
belonging for the students, a sense of
accomplishment in starting the
internship, and a sense of hope for
the future.

Pains in this stage include a lack of
information, confusion about the
internship, and difficulty in finding
the right resources.

B2. Interest: This is the stage where
the supervisor expresses interest in
the internship and begins to promote
it to the students.

Gains in this stage include a sense of
excitement about the opportunity, a
sense of accomplishment in
promoting it, and a sense of hope for
the future.

Pains in this stage include a lack of
interest from students, uncertainty
about the outcome, and a sense of
disappointment if the students don't

B3. Evaluation: This is the stage
where the students' applications are
evaluated by the supervisor and the
host organization.

Gains in this stage include a sense of
validation and recognition for the
students' qualifications, and a sense
of hope for the future.

Pains in this stage include a lack of
feedback, a sense of rejection if the
application is not accepted, and a
sense of uncertainty about the
outcome.

apply.

B6. Performance: This s the stage
where the students perform the
tasks and responsibilities of the
internship.

Gains in this stage include a sense of
accomplishment for the students, a
sense of validation for their skills and
abilities, and a sense of hope for the
future.

Pains in this stage include a lack of
feedback, a sense of rejection if the
students' performance is not up to
par, and a sense of uncertainty about
the outcome.

B7. Feedback and Evaluation: This is
the stage where the supervisor, host
organization and the students
provide feedback and evaluation on
the students' performance.

Gains in this stage include a sense of
accomplishment for the students, a
sense of validation for their skills and
abilities, and a sense of hope for the
future.

Pains in this stage include a lack of
feedback, a sense of rejection if the
students' performance is not up to
par, and a sense of uncertainty about
the outcome.
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B4. Selection: This is the stage where

the students are selected for the
internship.

Gains in this stage include a sense of

excitement and accomplishment, a

sense of validation for the students'

qualifications, and a sense of hope
for the future.

Pains in this stage include a lack of
feedback, a sense of rejection if the
application is not accepted, and a
sense of uncertainty about the
outcome.

B8. Completion: This is the stage
where the students complete the
internship.

Gains in this stage include a sense of
accomplishment for the students, a
sense of validation for their skills and
abilities, and a sense of hope for the
future.

Pains in this stage include a lack of
feedback, a sense of rejection if the
students' performance is not up to
par, and a sense of uncertainty about
the outcome.
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V) *g5. Onboarding: This is the stage
where the students begin the
internship and become familiar with

the organization and its policies and

procedures.
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THE SUPERVISOR’sb JOURNEY

SOFTWARE APPLICATION FEATURES

For the supervisor, the application could provide them
with a tool for managing the intern's tasks and
responsibilities, as well as a way to communicate with the
intern and provide feedback. It could also help them to

track the intern's progress and identify areas for

improvement.

* Access control

* Chat/messaging

* Email integration

* Calendar
integration:

* Notification system:
* Document sharing
*Video conferencing
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steps and touchpoints of the "customer

journey" ofthe mentor of the internship

* Cl.Awareness: This is the stage where the representative or mentor becomes aware of the internship
opportunity and starts to research it. Gains in this stage include learning about new opportunities, gaining a
sense of what the internship entails, and understanding the potential benefits of the experience for the
organization. Pains in this stage include a lack of information, confusion about the internship, and difficulty
in finding the right opportunity.

* C2.Interest: This is the stage where the representative or mentor expresses interest in the internship and
begins to promote it to the organization. Gains in this stage include a sense of excitement about the
opportunity, a sense of accomplishment in promoting it, and a sense of hope for the future. Pains in this
stage include a lack of interest from the organization, uncertainty about the outcome, and a sense of
disappointment if the organization doesn't accept the internship.

e C3.Evaluation: This is the stage where the students' applications are evaluated by the representative or
mentor and the host organization. Gains in this stage include a sense of validation and recognition for the
students' qualifications, and a sense of hope for the future. Pains in this stage include a lack of feedback, a
sense of rejection if the application is not accepted, and a sense of uncertainty about the outcome.



steps and touchpoints of the "customer

journey" of the mentor of the internship

* CA4. Selection: This is the stage where the students are selected for the internship. Gains in this stage include
a sense of excitement and accomplishment, a sense of validation for the students' qualifications, and a
sense of hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the
application is not accepted, and a sense of uncertainty about the outcome.

e C5. Onboarding: This is the stage where the students begin the internship and become familiar with the
organization and its policies and procedures. Gains in this stage include a sense of belonging for the
students, a sense of accomplishment in starting the internship, and a sense of hope for the future. Pains in
this stage include a lack of information, confusion about the tasks

e C6. Mentorship: This is the stage where the representative or mentor provides guidance, feedback, and
support for the intern's professional development. Gains in this stage include a sense of fulfillment in
mentoring and helping the intern, an opportunity for the mentor to share their knowledge and experience,
and a sense of pride in the intern's progress. Pains in this stage include a lack of time or resources to
effectively mentor, difficulty in providing constructive feedback, and frustration if the intern does not make

progress as expected.
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steps and touchpoints of the "customer

journey" of the mentor of the internship

* C7. Assessment: This is the stage where the representative or mentor assesses the intern's performance and
progress during the internship. Gains in this stage include a sense of accomplishment in evaluating the
intern's progress, an opportunity to give feedback to the intern, and a sense of pride in the intern's
progress. Pains in this stage include a lack of time or resources to effectively assess the intern, difficulty in
providing constructive feedback, and frustration if the intern does not make progress as expected.

e C8. Completion: This is the stage where the internship comes to an end. Gains in this stage include a sense
of accomplishment in completing the internship, an opportunity to reflect on the experience, and a sense of
pride in the intern's progress. Pains in this stage include a sense of loss or disappointment if the internship
does not live up to expectations, a sense of uncertainty about the future, and a lack of feedback or closure
from the mentor.

e C9. Alumni: This is the stage where the intern becomes an alumni of the organization. Gains in this stage
include a sense of pride in being a part of the organization, an opportunity to maintain a connection with
the mentor and organization, and an opportunity to give back to the organization through mentoring future
interns. Pains in this stage include a sense of disconnection or loss of connection with the mentor and
organization, a lack of opportunity to give back or stay involved, and a sense of uncertainty about the

future.
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Cl.Awareness: This is the stage where the
representative or mentor becomes aware of
the internship opportunity and starts to
research it.

Gains in this stage include learning about
new opportunities, gaining a sense of what

— e internship entails, and understanding the

potential benefits of the experience for the
organization.

Pains in this stage include a lack of
information, confusion about the internship,
and difficulty in finding the right opportunity.

C2.Interest: This is the stage where the
representative or mentor expresses interest
in the internship and begins to promote it to
the organization.

Gains in this stage include a sense of
excitement about the opportunity, a sense of
accomplishment in promoting it, and a sense
of hope for the future.

Pains in this stage include a lack of interest
from the organization, uncertainty about the
outcome, and a sense of disappointment if
the organization doesn't accept the
internship.

C3.Evaluation: This is the stage where the
students' applications are evaluated by the
representative or mentor and the host
organization.

Gains in this stage include a sense of
validation and recognition for the students'
qualifications, and a sense of hope for the
future.

Pains in this stage include a lack of feedback,
a sense of rejection if the application is not
accepted, and a sense of uncertainty about
the outcome.

C4. Selection: This is the stage where the
students are selected for the internship.

Gains in this stage include a sense of
excitement and accomplishment, a sense of
validation for the students' qualifications,
and a sense of hope for the future.

Pains in this stage include a lack of feedback,
a sense of rejection if the application is not
accepted, and a sense of uncertainty about
the outcome.

C5. Onboarding: This is the stage where the
students begin the internship and become
familiar with the organization and its policies
and procedures.

C6. Mentorship: This is the stage where the
representative or mentor provides guidance,
feedback, and support for the intern's
professional development. Gains in this stage
include a sense of fulfillment in mentoring
and helping the intern, an opportunity for
the mentor to share their knowledge and
experience, and a sense of pride in the
intern's progress. Pains in this stage include a
lack of time or resources to effectively
mentor, difficulty in providing constructive
feedback, and frustration if the intern does
not make progress as expected.

THE MENTOR’s

JOURNEY

Gains in this stage include a sense of
belonging for the students, a sense of

\ accomplishment in starting the internship,
and a sense of hope for the future.

Pains in this stage include a lack of
information, confusion about the tasks

C7. Assessment: This is the stage where the
representative or mentor assesses the
intern's performance and progress during
the internship.

C9. Alumni: This is the stage where the
intern becomes an alumni of the
organization.

\ Gains in this stage include a sense of pride in
being a part of the organization, an
opportunity to maintain a connection with
the mentor and organization, and an

opportunity to give back to the organization
through mentoring future interns.

Gains in this stage include a sense of
accomplishment in evaluating the intern's
progress, an opportunity to give feedback to
the intern, and a sense of pride in the
intern's progress.

-

C8. Completion: This is the stage where the
internship comes to an end.

’ Gains in this stage include a sense of

accomplishment in completing the
internship, an opportunity to reflect on the
experience, and a sense of pride in the
intern's progress.

Pains in this stage include a lack of time or
resources to effectively assess the intern,
difficulty in providing constructive feedback,
and frustration if the intern does not make

rogress as expected. . .
prog P Pains in this stage include a sense of loss or

disappointment if the internship does not
live up to expectations, a sense of
uncertainty about the future, and a lack of
feedback or closure from the mentor.

Pains in this stage include a sense of
disconnection or loss of connection with the
mentor and organization, a lack of
opportunity to give back or stay involved,
and a sense of uncertainty about the future.



N THE MENTOR’s

T JOURNEY

C7. Assessment: This is the stage where the
representative or mentor dssesses the

intern's performance and progress during
the internship.

Gaing—mapi include a sense of
dccomplishment j dluating the intern's
) : PPRortunity to give feedback to

theintern, and 3 sense of pride in the
intern's progress.

Pains in this stage inclug® a lack of time or '
resources to effectively as f ) '

difficulty in providing constructive feedback,
and frustration jf the intern does not make
progress as expected.
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THE MENTOR’s JOURNEY

SOFTWARE APPLICATION FEATURES

For the representative (or mentor) of the host
organization, the application could provide them with a
way to monitor the intern's progress and provide guidance
and support. It could also help them to identify areas
where the intern may need additional resources or

support.

* Access control

* Chat/messaging

* Email integration

* Calendar
integration:

* Notification system:
) * Document sharing
) *Video conferencing

-
-
-
-
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THE INTERN’s JOURNEY

Al. Selection:
This is the stage where the intern is selected
for the internship.

A2. Onboarding:

== This is the stage where the intern begins the

internship and becomes familiar with the
organization and its policies and procedures.

A3. Performance:

This is the stage where the intern performs
the tasks and responsibilities of the
internship.

A4. Feedback and Evaluation:

=== This is the stage where the intern, supervisor

and host organization provide feedback and
evaluation on the intern's performance.

L= students begin the internship and become

A5. Completion:

=== This is the stage where the intern completes

the internship.

THE SUPERVISOR’sb JOURNEY

B1. Awareness: This is the stage where the
supervisor becomes aware of the internship
opportunity and starts to research it.

B2. Interest: This is the stage where the
supervisor expresses interest in the
internship and begins to promote it to the
students.

B3. Evaluation: This is the stage where the
students' applications are evaluated by the
supervisor and the host organization.

B4. Selection: This is the stage where the
students are selected for the internship.

B5. Onboarding: This is the stage where the

familiar with the organization and its policies
and procedures.

B6. Performance: This s the stage where the
students perform the tasks and
responsibilities of the internship.

B7. Feedback and Evaluation: This is the
stage where the supervisor, host
organization and the students provide

L B8. Completion: This is the stage where the

feedback and evaluation on the students'
performance.

students complete the internship.

THE MENTOR’s JOURNEY asidor




Exemple:

Functional breakdown of a training program

* Learning objectives
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Exemple:
Product Breakdown of a training program

* Learning Objects

CORSO

LO1 LO2 LO3 LO4 LOS LOG




The two breakdown

11 1.2 1.3 1.4

CORsSO

LO1 Lo2 LO3 LO4 LOS LOB




The two breakdown
combined

-




SOFTWARE APPLICATION FEATURES

Purpose:

to design and create a software application to improve the
experience of the intern, the supervisor, and the
SOFTWARE representative (or mentor) of the host organization.
APPLICATION
How?
Such an application could help to streamline

—‘ . ’—.—‘—.—> communication, provide relevant information and

resources, and facilitate the tracking of progress and

@ —
_____ feedback.
o Features:
-  e——— The software application could help:
- 1 1. to improve the communication and coordination

FINAL REPORT

between the intern, supervisor, and host organization

2. To provide a more effigi f a\ﬁt@rr‘:
H/l[)" ALE
manage the internship |RE INNC Rr-\r;’é‘ 3 ;‘l




Workshop #3
[Generativity in action]




Workshop #3

[Generativity in action]

04. Testing Ideas Throught Prototiping
05. Preparing for implementation
06. Overcoming Challenges




05 — Preparing for implementation

05—
Preparing for implementation




LD—
05 — Preparing for implementation Preparing for

iImplementation

Getting ready to launch your idea in
the real world

* So you have reached the final but perhaps most critical phase of any
project.

* If you've launched services or policies before, you’ll know that
preparing for implementation can be a challenging task.
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DD —
Creating d pitch Preparing for

mplementatlon

ing ready to launch your idea in

the real world

* The first thing you’ll want to articulate is the essence of your product, service or experience.
Offer context, the main thrust of your solution, why it’s different, and any call to action you're
making. Try to succinctly explain it in less than a minute.

* You'll want your pitch to be clear and unambiguous, so don’t get bogged down in details. Focus
on how and why it counts.

* Next you’ll want to get that story into some kind of format. It could be a pamphlet, website, book
or presentation. You may need more than one. You may need a graphic designer or writer to
help.

* You'll likely communicate differently with different audiences. Make sure you think about telling
stories of varying lengths and degrees of detail. What are the short, medium 69 and long versions
of your pitch?
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LD~
Capabilities quicksheet Preparing for

Implementation

ady to launch your idea ir

the real world

1. The main elements that you’ll want to understand are the distribution of your solution, the
partners you might need and the capabilities necessary to execute.

2. Put “Distribution,” “Capabilities,” and “Partners” on big sheets of paper. Have a brainstorm
about what needs to happen for each category. List what you’ve already got and what you’ll
need. For example, under "Distribution”, perhaps you need to source, store and distribute a
product. Many smaller steps within each of these large categories should emerge.

3. Looking at all your ideas after, start to group needs based on actors in the room, and then
include a category for needs that are out of the scope of the team. Will you have to form new
relationships or can you leverage existing ones?

4. Look at how you plan to "Staff your project”. Do you need more or less help after assessing
your capabilities? Now move onto "Creating a roadmap".
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What people skills do you need
to make your solution happen?
The team you've currently

got may not be enough, so
consider what gaps you may
have.

DISTRIBUTION

REPRESENTATIVE
OF THE UNIONS

PEOPLE SKILLS
REQUIRED

CAPABILITIES

APP
DEVELOPER

pyCOLOGIST

PARTNERS

NATIONAL
ASSOCTATION OF
HR DIRECTORS




Worksheet

Capabilities quicksheet

— Preparing for implementation,

Distribution

Eg 0 you nead 10 s00rce, store and distribute 2 product® Wirke your requlrements here.

Capabilities

Eg ase there specialised skilly, sach » Iatringic to e of your mrvive/
Peoduct/process? Wrike down your requirements hese.

Partners

Eg ave thel 1 orgs o« whto can support, assist of Infloence the success of your sds-
tion? Wrke down your sequisemsents here.

05—
Preparing for
implementation

Getting ready to launch your idea in
the real world

Needs

Using the requirements lsted Lo the rows to the keft,
st heve whiat your needs axe Lo terms of capadill
tien This information can then be used 1o laform
the Staffing your project” (page71) and Creating &
Rosdmap’ (page?3) activiies.
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DD —
Staffing your project Preparing for

Implementation

V ) (auncn yo

[

ne reaiworia

1. Now that you're most of the way through your project, determine who are the
most essential members of your team for implementation. Make a list of the
critical skills that are required, then reorder the list based on highest priority.

2. Take a look at your existing team. Do you need specialist skills? Perhaps a
designer, someone with specific expertise, or particular sector knowledge? Do
you need dedicated project management resource?

3. Are there organisations that you now need to partner with? What about
funders? Will you have to get buy-in from managers or officials?

4. Implementation can take a long time, so think down the road about who you'll
need now and who you’ll need when you’ve launched.




DD —
Creating a roadmap Preparing for

iImplementatio

o launch your idea ir
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1. Assemble your team and all the critical stakeholders responsible for implementing your idea.
They’ll have information that you may not know but that is crucial.

2. Make it visual. Print out a big calendar for the next year or so to map out what needs to
happen when. Start adding Post-its with key dates such as a pilot launch, rollout date, etc.

3. Break it down by thinking about your calendar in chunks. Answer questions like “What needs to
happen in the next month? In three months? In a year?”. Themes will emerge around the
various tracks of work that need to take place.

4. Think about the major milestones in your project timeline: when will you launch? When will
you need to complete your technical development by? When will you kick off a
communications plan? Get key dates on the calendar.

5. Assign a team member or partner to each track of work and get someone to champion each
element of your project. Be prepared to hold them accountable to the tasks.




YEARLY CALENDAR GANTT CHART TEMPLATE PROJECT ROADMAP
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0o —
Building partnerships Preparing for

Implementation

tauncn yoO
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ne reaiworia

1. Getyour team together with other key stakeholders and partners and run a
brainstorm around what partnerships you need. Maybe you need greater
access to the press, maybe you need to raise money.

2. Next, take those key partnership needs and have another brainstorm around
who you know already and who you can reach out to in your wider network.

3. Though you’ll want to remain flexible, you’ll also want to start to set
parameters around what you need from your partners. Figure out when you’ll
need each one, how much you can reasonably ask of them, and what kind of
deadlines to set around your ask.




D —
Measuring and evaluating Preparing for

iImplementatio
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1. Firstly, determine why you need to measure. Is it to demonstrate impact? To get more
funding? To improve business practices?

2. Be sure to bring key stakeholders into this conversation. They may have been measuring and
evaluating your topic area for years and can provide key insight.

3. Assess whether your team is best suited to carry out the process. You may need to hire an
outside team or consultants to help.

4. Try to find a balance between quantitative and qualitative measurements. Stories from partner
organisations and the people that you’re designing for can be very powerful, especially if your
solution doesn’t lend itself to capturing hard numbers.

5. 06 Take a prototyping attitude to your measurement. You can always tweak your operating
model based on the information coming in to maximise your impact.




06 —
06 — Overcoming challenges Overcoming

chaUenges

Some common challenges and how

you might ¢ dd ess the

* In sharing this collection of practical tools and methods, we have
hopefully given you the insight needed to grow in your role and the
confidence to bring about change using design.

* "We don't know how to define the challenge well.”

* “We have little experience in running qualitative research with
users.”

* “We pilot, we don’t have the time to prototype.”
* “We don’t have enough time!”
* “We don’t connect as a public institution; policymaking and service

eelivery don’t relate well to each other.”
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Service Blueprint

Physical
evidence

Exterior Cart For Lobby &

Check In Desk

Parking Bags

Lobby Employee Room
Furnishings & Elevator . :
Décor Uniforms Décor

Customer
actions

Onstage
contact actions

Backstage
contact actions

Support
processes

Makes
reservation

Arrive at
hotel

v

Makes
reservation for
guest

Process
reservation

Give bags to Checkin
bellperson
Greet & Register
take bags guest
v
Process

registration

Get key

Go to room

Receives
bags

l

Deliver
bags

Tips bellperson
(optional)




SERVICE BLUEPRINT TEMPLATE

Customer
Emotions: Insert your desired Insert your desired
text here: text here.
Customer
Actions: This is a : Thisis a : Thisis a Insert your desired Insert your desired Thisis a
sample text sample text sample fext text here. text here. samiple text
Touch
‘- Points:
Line of
Interaction Frontstage:
Thisisa Thisis 2 Thisis a
sample text sample text sample text sample text sample text sample text
Line of
Visibili
) Backstage:
Thisis a Thisis a Thisis a Thisis a
sample text sample text sample text sample text

Line of
Internal] R e e e e e e e
Interaction Support

Processes: Thisis a Thisis a Thisis a Thisis a

sample text sample text sample text sample text




- During the start and the continuation of the internship
period, the mentor of the student from the university
and the responsible manager of the enterprise are in

close contact.

-

- Big enterprises select interns in accordance with some
criteria. So, if the intern is successful, the enterprise may

offer recruitment.

There are 2 internship periods for university students;
first: after the 3rd class, and second: after the 4th class,

during the summer holidays.

~

The duration of each internship is 30 working days. At
each faculty and school, the internship committees (the

members are the academicians) manage the whole

process.

-

university) is not developed. Instead; some enterprises

employ new graduates as nominees for max 6 months and

** The internship before employment (after graduation from

/

then employ or not.

*** Two years before, by Presidential Human Resources
Office started a National Internship Program for
planning and matching the enterprise and the interns at

the national level.

***k%* Some universities do paperless internships over a portal. ]




Service Blueprint

INTERMNSHIP
PLAN

DAILY REPORT

FINAL REPORT

EVALUATION FORM



Components of the system

* A service blueprint for the internship service could include the
following components, considering the users - the intern, the school
supervisor, and the company's mentor:
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Frontstage components:

These are the interactions that are visible to the intern, school supervisor, and company mentor.
They include:

» Application process: This is the process through which the intern applies for the internship,
including submitting their resume and cover letter, and potentially participating in an interview.

* Internship onboarding: This is the process through which the intern is introduced to the host
organization, including orientation and training sessions.

* Daily tasks and responsibilities: This is the work that the intern is responsible for during the
internship, including projects and assignments.

* Mentorship sessions: This is the process through which the mentor provides guidance, feedback,
and support to the intern.

* Performance assessments: This is the process through which the school supervisor and/or
company mentor assess the intern's performance and progress
ISTITUTO
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Backstage components:

These are the interactions that are not visible to the intern, school supervisor, and company
mentor. They include:

* Intern selection process: This is the process through which the host organization selects the
intern, including reviewing resumes and cover letters, conducting interviews, and making a
decision.

* Internship design and planning: This is the process through which the host organization designs
and plans the internship program, including setting goals, responsibilities, and expectations.

* Mentorship preparation: This is the process through which the mentor prepares for mentorship
sessions, including researching the intern's background and goals, and developing a mentorship
plan.

* Performance evaluation preparation: This is the process through which the school supervisor
and/or company mentor prepares for performance evaluations, including reviewing the intern's
work and progress, and preparing feedback.



Artifacts and forms

e 1. Daily notes taken every day during the internship by the intern.

2. The report prepared and submitted by the intern at the end of the
internship.

3. The evaluation form is to be filled out by the responsible manager
of the enterprise.

e Other ........
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From Strategy to Solutions

VALUE IN UsE
FOR INTERN,
SUPERYISON, AND
MENTOR

SMALL
INVESTMENT
N DEVELOFMENT

BET A
STANDARD

FOR THIS SERVICE

. Clear and realistic expectations

. Mentorship

. Good communication

. Relevant and meaningful tasks

. Flexibility

. Professional development

. Feedback

. Opportunities for networking

Chat/messaging

Video conferencing

Access control

Notification system

Emall integration

Calendar integration

Document sharing



VALUE IN USE
FOR INTERN,
SUPERVISOR, AND
MENTOR

SMALL
INVESTMENT
IN DEVELOPMENT

SET A
STANDARD
FOR THIS SERVICE

STRATEGIC
OPTION B

Service Design Process Simulation

VALUE IN USE
FOR INTERN,
SUPERVISOR, AND
MENTOR

SMALL
INVESTMENT
IN DEVELOPMENT

SET A
STANDARD
FOR THIS SERVICE
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Critical succes factors for an Internship

(brainstorming)

FOR INTERN, SUPERVISOR,
AND MENTOR

Good communication:
Good communication between the
intern, supervisor, and organization

Clear and realistic expectations: Mentorship: is essential for a positive internship
Both the intern and the A good mentor can provide experience.

organization should have a clear guidance, feedback, and support for

understanding of the goals, the intern's professional

responsibilities, and expectations development.

for the internship.

Relevant and meaningful tasks: Flexibility: Professional development:
Interns should be given tasks that The internship should be flexible The internship should provide the
are relevant to their field of study enough to accommodate the intern with opportunities for
and that challenge and stretch their intern's learning style and pace. professional development and
abilities. growth.
Feedback:

Opportunities for networking: Regular feedback should be

Interns should be given provided to the intern to help them

opportunities to network with other understand their progress and areas

professionals in the organization for improvement.

and in their field.



VALUE IN USE 1. Clear and realistic expectations
FOR INTERN, SUPERVISOR,

AND MENTOR 2. Mentorship

3. Good communication

4. Relevant and meaningful tasks
5. Flexibility

6. Professional development

7. Feedback

8. Opportunities for networking1
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The different touches of the customer

journey of the intern.

* Awareness: This is the stage where the intern becomes aware of the internship opportunity and starts to
research it. Gains in this stage include learning about new opportunities, gaining a sense of what the
internship entails, and understanding the potential benefits of the experience. Pains in this stage include a
lack of information, confusion about the internship, and difficulty in finding the right opportunity.

* Interest: This is the stage where the intern expresses interest in the internship and begins to apply. Gains in
this stage include a sense of excitement about the opportunity, a sense of accomplishment in applying, and
a sense of hope for the future. Pains in this stage include a lack of confidence in the application, uncertainty
about the outcome, and a sense of disappointment if the application is not accepted.

» Evaluation: This is the stage where the intern's application is evaluated by the host organization. Gains in
this stage include a sense of validation and recognition for the intern's qualifications, and a sense of hope
for the future. Pains in this stage include a lack of feedback, a sense of rejection if the application is not
accepted, and a sense of uncertainty about the outcome.



Product requirements

* Chat/messaging: A feature that allows the intern, supervisor, and host organization to communicate in real-time through
a chat or messaging platform, which allows for quick and easy communication.

* Email integration: A feature that allows the intern, supervisor, and host organization to receive and send emails through
the application, which can be useful for more formal communication or for sending attachments.

* Calendar integration: A feature that allows the intern, supervisor, and host organization to schedule and keep track of
meetings and other events, which can be useful for coordinating schedules and ensuring that all parties are on the same

page.

* Notification system: A feature that sends notifications to the intern, supervisor, and host organization when something
new or important happens such as meeting reminders, feedback, progress updates.

* Document sharing: A feature that allows the intern, supervisor, and host organization to share and collaborate on
documents, such as reports and presentations, which can be useful for keeping everyone on the same page and for
tracking progress.

* Video conferencing: A feature that allows the intern, supervisor, and host organization to conduct virtual meetings, which
can be especially useful during times when in-person meetings are not possible.

* Access control: A feature that allows the intern, supervisor and host organization to have different access levels and
permissions to the app, which can ensure that the right people have access to the right information.



Product requirements (brainstorming)

Good communication:

Good communication between the
intern, supervisor, and
organization is essential for a
positive internship experience.

Chat/messaging:

A feature that allows the intern, supervisor,
and host organization to communicate in
real-time through a chat or messaging
platform, which allows for quick and easy
communication.

Access control:

A feature that allows the intern, supervisor
and host organization to have different
access levels and permissions to the app,
which can ensure that the right people have
access to the right information.

Email integration:

A feature that allows the intern, supervisor,
and host organization to receive and send
emails through the application, which can be
useful for more formal communication or for
sending attachments.

Video conferencing:

A feature that allows the intern, supervisor,
and host organization to conduct virtual
meetings, which can be especially useful
during times when in-person meetings are
not possible.

Notification system:

A feature that sends notifications to the
intern, supervisor, and host organization
when something new or important happens
such as meeting reminders, feedback,
progress updates.

Calendar integration:

A feature that allows the intern, supervisor,
and host organization to schedule and keep
track of meetings and other events, which
can be useful for coordinating schedules and
ensuring that all parties are on the same

page.

Document sharing:

A feature that allows the intern, supervisor,
and host organization to share and
collaborate on documents, such as reports
and presentations, which can be useful for
keeping everyone on the same page and for
tracking progress.
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CSF and Product requirements

Good communication:

Good communication between the
intern, supervisor, and organization
is essential for a positive internship
experience.

Chat/messaging

Video conferencing

Access control

Notification system

Email integration

Calendar integration

Document sharing
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Service strategy, critical success factors and

product requirements

Chat/messaging
VALUE IN USE 1. Clear and realistic expectations
FOR INTERN, SUPERVISOR,  Video conferencing
AND MENTOR 2. Mentorship
Access control
3. Good communication D o
SMALL
INVESTMENT 4. Relevant and meaningful tasks Email integration
IN DEVELOPMENT
5. Flexibility Calendar integration
Document sharing.

SET A 6. Professional development

STANDARD
FOR THIS SERVICE 7. Feedback

8. Opportunities for networking



The different touches of the customer

journey of the intern.

e Al. Selection: This is the stage where the intern is selected for the internship. Gains in this stage include a
sense of excitement and accomplishment, a sense of validation for the intern's qualifications, and a sense of
hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the application is
not accepted, and a sense of uncertainty about the outcome.

* A2. Onboarding: This is the stage where the intern begins the internship and becomes familiar with the
organization and its policies and procedures. Gains in this stage include a sense of belonging, a sense of
accomplishment in starting the internship, and a sense of hope for the future. Pains in this stage include a
lack of information, confusion about the internship, and difficulty in finding the right resources.

* A3. Performance: This is the stage where the intern performs the tasks and responsibilities of the
internship. Gains in this stage include a sense of accomplishment, a sense of validation for the intern's skills
and abilities, and a sense of hope for the future. Pains in this stage include a lack of feedback, a sense of
rejection if the intern's performance is not up to par, and a sense of uncertainty about the outcome.



The different touches of the customer

journey of the intern.

* A4. Feedback and Evaluation: This is the stage where the intern, supervisor and host organization provide
feedback and evaluation on the intern's performance. Gains in this stage include a sense of
accomplishment, a sense of validation for the intern's skills and abilities, and a sense of hope for the future.
Pains in this stage include a lack of feedback, a sense of rejection if the intern's performance is not up to
par, and a sense of uncertainty about the outcome.

e A5. Completion: This is the stage where the intern completes the internship. Gains in this stage include a
sense of accomplishment, a sense of validation for the intern's skills and abilities, and a sense of hope for
the future. Pains in this stage include a lack of feedback, a sense of rejection if the intern's performance is
not up to par, and a sense of uncertainty about the outcome.



Al. Selection:
This is the stage where the intern is
selected for the internship.

A2. Onboarding:

This is the stage where the intern
begins the internship and becomes
familiar with the organization and its
policies and procedures.

THE INTERN’s

A3. Performance:

This is the stage where the intern
performs the tasks and
responsibilities of the internship.

JOURNEY

Gains in this stage include a sense of
excitement and accomplishment, a
sense of validation for the intern's
qualifications, and a sense of hope
for the future.

Gains in this stage include a sense of ==
belonging, a sense of

accomplishment in starting the

internship, and a sense of hope for

the future.

Gains in this stage include a sense of
accomplishment, a sense of
validation for the intern's skills and
abilities, and a sense of hope for the
future.

Pains in this stage include a lack of
feedback, a sense of rejection if the
application is not accepted, and a
sense of uncertainty about the
outcome.

Pains in this stage include a lack of
information, confusion about the
internship, and difficulty in finding
the right resources.

Pains in this stage include a lack of
feedback, a sense of rejection if the
intern's performance is not up to par,
and a sense of uncertainty about the
outcome.

A4. Feedback and Evaluation:
This is the stage where the intern,
supervisor and host organization
provide feedback and evaluation on
the intern's performance.

A5. Completion:
This is the stage where the intern
completes the internship.

Gains in this stage include a sense of
accomplishment, a sense of
validation for the intern's skills and
abilities, and a sense of hope for the

Gains in this stage include a sense of
accomplishment, a sense of
validation for the intern's skills and
abilities, and a sense of hope for the

‘

future. future.

Pains in this stage include a lack of Pains in this stage include a lack of lND ISTITUTO
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and a sense of uncertainty about the
outcome.

and a sense of uncertainty about the
outcome.



SOFTWARE APPLICATION FEATURES
THE INTERN’s JOURNEY

For the intern, the application could provide them with
Al. Selection:

This is the stage where the intern is selected access to the organization's policies and procedures, as
for the internship.

well as information on their responsibilities and

A2. Onboarding: . . expectations. It could also provide them with a platform
This is the stage where the intern begins the

internship and becomes familiar with the

o . for communication with their supervisor and mentor, and
organization and its policies and procedures.

a way to track their progress and receive feedback.

A3. Performance:

This is the stage where the intern performs
the tasks and responsibilities of the
internship.

* Access control

* Chat/messaging
* Email integration

A4. Feedback and Evaluation:
This is the stage where the intern, supervisor
and host organization provide feedback and

evaluation on the intern's performance. e Calendar
integration:
AS5. Completion: * Notification system:

This is the stage where the intern completes

. .
the internship. Document sharing

*Video conferencing
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Steps and touches of the "customer

journey" of the supervisor of the internship

* B1. Awareness: This is the stage where the supervisor becomes aware of the internship opportunity and
starts to research it. Gains in this stage include learning about new opportunities, gaining a sense of what
the internship entails, and understanding the potential benefits of the experience for the students. Pains in
this stage include a lack of information, confusion about the internship, and difficulty in finding the right
opportunity.

* B2. Interest: This is the stage where the supervisor expresses interest in the internship and begins to
promote it to the students. Gains in this stage include a sense of excitement about the opportunity, a sense
of accomplishment in promoting it, and a sense of hope for the future. Pains in this stage include a lack of
interest from students, uncertainty about the outcome, and a sense of disappointment if the students don't

apply.

* B3. Evaluation: This is the stage where the students' applications are evaluated by the supervisor and the
host organization. Gains in this stage include a sense of validation and recognition for the students’
gualifications, and a sense of hope for the future. Pains in this stage include a lack of feedback, a sense of
rejection if the application is not accepted, and a sense of uncertainty about the outcome.



Steps and touches of the "customer

journey" of the supervisor of the internship

* BA4. Selection: This is the stage where the students are selected for the internship. Gains in this stage include
a sense of excitement and accomplishment, a sense of validation for the students' qualifications, and a
sense of hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the
application is not accepted, and a sense of uncertainty about the outcome.

e B5. Onboarding: This is the stage where the students begin the internship and become familiar with the
organization and its policies and procedures. Gains in this stage include a sense of belonging for the
students, a sense of accomplishment in starting the internship, and a sense of hope for the future. Pains in
this stage include a lack of information, confusion about the internship, and difficulty in finding the right
resources.

* B6. Performance: This s the stage where the students perform the tasks and responsibilities of the
internship. Gains in this stage include a sense of accomplishment for the students, a sense of validation for
their skills and abilities, and a sense of hope for the future. Pains in this stage include a lack of feedback, a
sense of rejection if the students' performance is not up to par, and a sense of uncertainty about the
outcome.



Steps and touches of the "customer

journey" of the supervisor of the internship

* B7. Feedback and Evaluation: This is the stage where the supervisor, host organization and the students
provide feedback and evaluation on the students' performance. Gains in this stage include a sense of
accomplishment for the students, a sense of validation for their skills and abilities, and a sense of hope for
the future. Pains in this stage include a lack of feedback, a sense of rejection if the students' performance is
not up to par, and a sense of uncertainty about the outcome.

* B8. Completion: This is the stage where the students complete the internship. Gains in this stage include a
sense of accomplishment for the students, a sense of validation for their skills and abilities, and a sense of
hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the students’
performance is not up to par, and a sense of uncertainty about the outcome.



B1. Awareness: This is the stage
where the supervisor becomes aware
of the internship opportunity and
starts to research it.

Gains in this stage include learning
about new opportunities, gaining a
sense of what the internship entails,
and understanding the potential
benefits of the experience for the
students.

Pains in this stage include a lack of
information, confusion about the
internship, and difficulty in finding
the right opportunity.

B2. Interest: This is the stage where
the supervisor expresses interest in
the internship and begins to promote
it to the students.

Gains in this stage include a sense of
excitement about the opportunity, a
sense of accomplishment in
promoting it, and a sense of hope for
the future.

Pains in this stage include a lack of
interest from students, uncertainty
about the outcome, and a sense of
disappointment if the students don't

apply.

I

B3. Evaluation: This is the stage
where the students' applications are
evaluated by the supervisor and the
host organization.

Gains in this stage include a sense of
validation and recognition for the
students' qualifications, and a sense
of hope for the future.

Pains in this stage include a lack of
feedback, a sense of rejection if the
application is not accepted, and a
sense of uncertainty about the
outcome.

THE SUPERVISOR’s

JOURNEY

B4. Selection: This is the stage where
the students are selected for the
internship.

Gains in this stage include a sense of
excitement and accomplishment, a
sense of validation for the students'
qualifications, and a sense of hope
for the future.

Pains in this stage include a lack of

Bo. Uivuaruiig. 1115 15 uic swage
where the students begin the
internship and become familiar with
the organization and its policies and
procedures.

Gains in this stage include a sense of
belonging for the students, a sense of
accomplishment in starting the
internship, and a sense of hope for
the future.

Pains in this stage include a lack of
information, confusion about the
internship, and difficulty in finding
the right resources.

B6. Performance: This s the stage
where the students perform the
tasks and responsibilities of the
internship.

Gains in this stage include a sense of
accomplishment for the students, a
sense of validation for their skills and
abilities, and a sense of hope for the
future.

Pains in this stage include a lack of
feedback, a sense of rejection if the
students' performance is not up to
par, and a sense of uncertainty about
the outcome.

B7. Feedback and Evaluation: This is
the stage where the supervisor, host
organization and the students
provide feedback and evaluation on
the students' performance.

Gains in this stage include a sense of
accomplishment for the students, a
sense of validation for their skills and
abilities, and a sense of hope for the
future.

Pains in this stage include a lack of
feedback, a sense of rejection if the
students' performance is not up to
par, and a sense of uncertainty about
the outcome.

'—\_

outcome.

B8. Completion: This is the stage
where the students complete the
internship.

Gains in this stage include a sense of
accomplishment for the students, a

feedback, a sense of rejection if the
application is not accepted, and a
sense of uncertainty about the

/

sense of validation for their skills and

abilities, and a sense of hope for the
future.

Pains in this stage include a lack of
feedback, a sense of rejection if the
students' performance is not up to
par, and a sense of uncertainty about
the outcome.



THE SUPERVISOR’sb JOURNEY SOFTWARE APPLICATION FEATURES

B1. Awareness: This is the stage where the . . . .
N Y T 18 For the supervisor, the application could provide them

opportunity and starts to research it. . . . .
with a tool for managing the intern's tasks and

B2. Interest: This is the stage where the
supervisor expresses interest in the
internship and begins to promote it to the
students.

responsibilities, as well as a way to communicate with the
intern and provide feedback. It could also help them to

: \ . :
B3, Evaluation: This i the stage where the track the intern's progress and identify areas for

students' applications are evaluated by the

supervisor and the host organization. Improvement.
B4. Selection: This is the stage where the
students are selected for the internship.
* Access control
B5. Onboarding: This is the stage where the . 3
students begin the internship and become Chat'/r'nessaglr'\g
familiar with the organization and its policies * Email Integration
and procedures. e Calendar
integration:
B6. Performance: This s the stage where the * Notification system:

students perform the tasks and .
responsibilities of the internship. * Document sharing

*Video conferencing

B7. Feedback and Evaluation: Thisisthe e
stage where the supervisor, host
organization and the students provide

. q ISTITUTO
feedback and evaluation on the students IND NSZI(JNALE o
erformance. DOCUMENTAZIONE
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B8. Completion: This is the stage where the
students complete the internship.



steps and touchpoints of the "customer

journey" ofthe mentor of the internship

* Cl.Awareness: This is the stage where the representative or mentor becomes aware of the internship
opportunity and starts to research it. Gains in this stage include learning about new opportunities, gaining a
sense of what the internship entails, and understanding the potential benefits of the experience for the
organization. Pains in this stage include a lack of information, confusion about the internship, and difficulty
in finding the right opportunity.

* C2.Interest: This is the stage where the representative or mentor expresses interest in the internship and
begins to promote it to the organization. Gains in this stage include a sense of excitement about the
opportunity, a sense of accomplishment in promoting it, and a sense of hope for the future. Pains in this
stage include a lack of interest from the organization, uncertainty about the outcome, and a sense of
disappointment if the organization doesn't accept the internship.

e C3.Evaluation: This is the stage where the students' applications are evaluated by the representative or
mentor and the host organization. Gains in this stage include a sense of validation and recognition for the
students' qualifications, and a sense of hope for the future. Pains in this stage include a lack of feedback, a
sense of rejection if the application is not accepted, and a sense of uncertainty about the outcome.



steps and touchpoints of the "customer

journey" of the mentor of the internship

* CA4. Selection: This is the stage where the students are selected for the internship. Gains in this stage include
a sense of excitement and accomplishment, a sense of validation for the students' qualifications, and a
sense of hope for the future. Pains in this stage include a lack of feedback, a sense of rejection if the
application is not accepted, and a sense of uncertainty about the outcome.

e C5. Onboarding: This is the stage where the students begin the internship and become familiar with the
organization and its policies and procedures. Gains in this stage include a sense of belonging for the
students, a sense of accomplishment in starting the internship, and a sense of hope for the future. Pains in
this stage include a lack of information, confusion about the tasks

e C6. Mentorship: This is the stage where the representative or mentor provides guidance, feedback, and
support for the intern's professional development. Gains in this stage include a sense of fulfillment in
mentoring and helping the intern, an opportunity for the mentor to share their knowledge and experience,
and a sense of pride in the intern's progress. Pains in this stage include a lack of time or resources to
effectively mentor, difficulty in providing constructive feedback, and frustration if the intern does not make
progress as expected.



steps and touchpoints of the "customer

journey" of the mentor of the internship

* C7. Assessment: This is the stage where the representative or mentor assesses the intern's performance and
progress during the internship. Gains in this stage include a sense of accomplishment in evaluating the
intern's progress, an opportunity to give feedback to the intern, and a sense of pride in the intern's
progress. Pains in this stage include a lack of time or resources to effectively assess the intern, difficulty in
providing constructive feedback, and frustration if the intern does not make progress as expected.

e C8. Completion: This is the stage where the internship comes to an end. Gains in this stage include a sense
of accomplishment in completing the internship, an opportunity to reflect on the experience, and a sense of
pride in the intern's progress. Pains in this stage include a sense of loss or disappointment if the internship
does not live up to expectations, a sense of uncertainty about the future, and a lack of feedback or closure
from the mentor.

e C9. Alumni: This is the stage where the intern becomes an alumni of the organization. Gains in this stage
include a sense of pride in being a part of the organization, an opportunity to maintain a connection with
the mentor and organization, and an opportunity to give back to the organization through mentoring future
interns. Pains in this stage include a sense of disconnection or loss of connection with the mentor and
organization, a lack of opportunity to give back or stay involved, and a sense of uncertainty about the
future.



THE MENTOR’s
JOURNEY




THE MENTOR’s JOURNEY

SOFTWARE APPLICATION FEATURES

For the representative (or mentor) of the host
organization, the application could provide them with a
way to monitor the intern's progress and provide guidance
and support. It could also help them to identify areas
where the intern may need additional resources or

support.

* Access control

* Chat/messaging

* Email integration

* Calendar
integration:

* Notification system:
* Document sharing
*Video conferencing
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=== This is the stage where the intern begins the

=== This is the stage where the intern, supervisor

=== This is the stage where the intern completes

THE INTERN’s JOURNEY THE SUPERVISOR’sb JOURNEY THE MENTOR’s JOURNEY

Al. Selection:
This is the stage where the intern is selected
for the internship.

A2. Onboarding:

internship and becomes familiar with the
organization and its policies and procedures.

A3. Performance:

This is the stage where the intern performs
the tasks and responsibilities of the
internship.

A4. Feedback and Evaluation:

and host organization provide feedback and
evaluation on the intern's performance.

A5. Completion:

the internship.




Exemple:

Functional breakdown of a training program

* Learning objectives

0 ACQUIETI
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Exemple:
Product Breakdown of a training program

* Learning Objects

CORSO

LO1 LO2 LO3 LO4 LOS LOG
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The two breakdown

1 PIAMIFICAZIONE ACQUISTI p

11 1.2 1.3 1.4

CORsSO

LO1 Lo2 LO3 LO4 LOS LOB
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The two breakdown
combined

-
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SOFTWARE APPLICATION FEATURES

Purpose:

to design and create a software application to improve the
experience of the intern, the supervisor, and the
SOFTWARE representative (or mentor) of the host organization.
APPLICATION
How?
Such an application could help to streamline

—‘ . ’—.—‘—.—> communication, provide relevant information and

resources, and facilitate the tracking of progress and

@ —
_____ feedback.
o Features:
-  e——— The software application could help:
- 1 1. to improve the communication and coordination

FINAL REPORT

between the intern, supervisor, and host organization

2. To provide a more effigi f a\ﬁt@rr‘:
H/l[)" ALE
manage the internship |RE INNC Rr-\r;’é‘ 3 ;‘l




Hotel service blueprint

Physical
evidence

Customer
actions

Onstage
contact actions

Backstage
contact actions

Support
processes

. Exteri For
Website xte .IOI’ Cart Fo
Parking Bags

Makes
reservation

v

Makes
reservation for
guest

Process
reservation

Arrive at
hotel

Lobby &

Check In Desk

Give bags to Chieekin
bellperson
Greet & Register
take bags guest
v
Process

registration

Lobby
Furnishings &
Décor

Get key

Employee Room
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Hospital service blueprint

Physical
: : Front Desk & Special Examination
evidence Parking [ Ambulance [l Stretchers /7o 0 P Pharmacy Lab
Waiting Area Dept Desk Room
Arrival / Request help | Fill out forms §§ Go to exam Meet with tri:i:\\; : Go to Leave
park car from staff in waiting are room doctor prescription pharmacy hospital

Receive Greet & Enter forms Doctor reviews Greets & Give Pharmacist
parking pass register into database | medical history examine patient diagnosis greets patient

Fill
prescription

Parking garage Process Process Insurance info Diagnosis & Preparation
prescription

ticket generated B registration forms processed vecetved for bill
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Service Blueprint for the Urban Marketing Class, NABA Design
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Restaurant service blueprint

e Ambient Employee B Furnishings Table
evidence i
Host Stand Lighting Signage Uniform & Décor Bar Area Settings Restrooms
Make§ Check inat = Waits to be En’Joys Sits down Is greeted Er_ugys Pays check
reservation = host stand seated décor by server dining

Greets Notifies them = Escorts them Server Server Server delivers | Server delivers | Server confirms
guests of wait time to table greets them ta kes order drinks & starters entrees satisfaction
————

Offers & Chef prepares = Chef prepares Kitchen staff
prepares drinks starters main course does dishes
Clganlng & Payment
setting tables
system




RO eclo: ortdon, Work Breakdown Structure

Ty -~ Service Design Project
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C.Project Team Members D.Key Stakeholders




Service Design Project
1. Planning 3. Ideation 5. Evaluation

4.1.

2.1. 3.1. Ideation

User Research Workshops

1.2. 2.2. 3.2. Concept 4.2. 2.2.
Planning Benchmarking Development Implementation Evaluation
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Prototyping




Work Breakdown Structure

Service Design Project

132

Planning

2.1.

User Research

2.2.
Benchmarking

3.1. Ideation

Workshops

3.2. Concept

Development

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

4.1.
Prototyping

4.2,

Implementation

2.2.
Evaluation
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The principles of agile methods

Customer involvement

Incremental delivery

People not process

Embrace change

Maintain simplicity

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.

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

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.

Expect the system requirements to change and so design the system to accommodate these
changes.

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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any's Future

How to Spark New Ideas and Create Your Comp




The Imagination Machine

* The Seduction: How to open yourself up to surprises

* The Idea: How to generate new ideas

* The Collision: How to rethink your idea based on real-world feedback
* The Epidemic: How to spread an evolving idea to others

* The New Ordinary: How to turn your novel idea into an accepted
reality

* The Encore: How to repeat the process—again and again.



EXHIBIT 2 | Shaping the Art of the Possible with Inspiration, Imagination, and Innovation
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Source: BCG Henderson Institute analysis.




EXHIBIT 3 | Building an Imagination Machine

Communicate
Redirect attention

&

Move
Shape

Source: BCG Henderson Institute analysis.




EXHIBIT 4 | Adding a Social Layer to Imagination Machine

COLLECTIVE

COLLECTIVE

o PERCEPTION Y et Ao
SYSTEM
— INFORMATION — : — IMPACT —>
' . | o Communicate
ndivadital ~ vﬁh Redirect attention

Move
Shape

Source: BCG Henderson Institute analysis.
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BLUE HAT

P What is the problem?
P What is the next step?

WHITE HAT

What is the objective?
What are your opinions?

D Is every hat doing what What information do we need
they should? and where can we find it?

P How far have we come? What do we need to ask?

BLACK HAT

D What are the risks?
P Why won't this work?

YELLOW HAT

What are the benefits?
How does this make things

2
el P What makes this more
How do you know this will difficult than we think?
be good?

D Is the Yellow Hat right?
Is the Black Hat right?

» Can we do this another way?
P What other ideas can we

RED HAT

P How do | feel about this?
P What do | like about this?
P What don't | like about this?

P What are my worries,
concerns etc?

GREEN HAT

come up with?

b Is the Yellow Hat right?
b What risks should we take?




FEELINGS CONTROL
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https://app.conceptboard.com/board/34z5-af5¢c-556z-6693-bnc6

https://www.designorate.com/the-six-hats-of-critical-thinking-and-how-to-use-them/
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https://app.conceptboard.com/board/34z5-af5c-556z-66q3-bnc6
https://www.designorate.com/the-six-hats-of-critical-thinking-and-how-to-use-them/

DE BONO SIX THINKING HATS

Hat Sequences and Strategies™®

MANAGING

Choosing between
alternatives

Strategic Planning

Process Improvement

The management and facilitation
= hatis always the start point

B
S E

A 2

NEGATIVE

R
‘A“VV-;
—
NEW IDEAS
O,
\‘mw-;
A~~~
MANAGING

This information stage aims to get inputs from outside the team

&,
- e

MANAGING

MANAGING

=
P RAA TS
2

NEGATIVE

R
= EE

NEW IDEAS

N,
AL
_==aaiEss

NEWIDEAS

NEW IDEAS

* The above hat sequence is a guideline only and may vary based on the project, team member and the aim of the Six Thinking Hat session.
Full Article: hitps:/Awww designorate comithe-six-hats-of-critical-thinking-and-how-to-use-themv/

22,
b o —d
=
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MANAGING
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FEELINGS
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ANAVL

MANAGING

(i) Designorate

www.daslgnorate.com
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in english. Can you give me an exemple of specuitative design about an ideal solution for an
innovative service to support the internship experience supporting: students; university
supervisor and companies hosting the intern?

An example of speculative design about an ideal solution for an innovative service to QO Y

support the internship experience could be 3 virtual platform that connects students,

university supervisors, and companies hosting interns. The platform would have features

such as a matchmaking system to pair students with relevant internship opportunities,

communication tools for all parties to stay in touch and track progress, and resources for

students to learn and grow both professionally and personally. The platform would be

designed to create a seamless and enriching internship experience for all involved, making it

easier for students to find and participate in valuable internships, while also helping

companies and universities better support and monitor their interns. The advantage of this

design is that it offers a comprehensive and streamlined solution to support the internship -
:

experience, while the potential challenge is ensuring adoption and implementation of the JCATIVA

platform by all relevant parties.






Internship
Experience

l Wearable Technology

Speculative Design




“The Anti-Company-Game”

* You are the CEO of a hotel chain and playing the game and flipping
the assumptions.

* An “Anti-Hotel” don’t own any hotels or any rooms or even operate
any hotels or any rooms anywhere.

* Actually, had the executives of hotels played the “Anti-Company
Game” before 2007, they might have been able to foresee the
appearance of Airbnb, the hotel-less hospitality company, and they
might have been able to stave off disruption by preemptively

disrupting themselves.
- ‘ IND
IRE i
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05 — Preparing for implementation Preparing for

iImplementation

Getting ready to launch your idea in
the real world

* So you have reached the final but perhaps most critical phase of any
project.

* If you've launched services or policies before, you’ll know that
preparing for implementation can be a challenging task.
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DD —
Creating d pitch Preparing for

implementation

Getting ready to launch your idea in

the real world

* The first thing you’ll want to articulate is the essence of your product, service or experience.
Offer context, the main thrust of your solution, why it’s different, and any call to action you're
making. Try to succinctly explain it in less than a minute.

* You'll want your pitch to be clear and unambiguous, so don’t get bogged down in details. Focus
on how and why it counts.

* Next you’ll want to get that story into some kind of format. It could be a pamphlet, website, book
or presentation. You may need more than one. You may need a graphic designer or writer to
help.

* You'll likely communicate differently with different audiences. Make sure you think about telling
stories of varying lengths and degrees of detail. What are the short, medium 69 and long versions
of your pitch?
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LD~
Capabilities quicksheet Preparing for

Implementation

ady to launch your idea ir

the real world

1. The main elements that you’ll want to understand are the distribution of your solution, the
partners you might need and the capabilities necessary to execute.

2. Put “Distribution,” “Capabilities,” and “Partners” on big sheets of paper. Have a brainstorm
about what needs to happen for each category. List what you’ve already got and what you’ll
need. For example, under "Distribution”, perhaps you need to source, store and distribute a
product. Many smaller steps within each of these large categories should emerge.

3. Looking at all your ideas after, start to group needs based on actors in the room, and then
include a category for needs that are out of the scope of the team. Will you have to form new
relationships or can you leverage existing ones?

4. Look at how you plan to "Staff your project”. Do you need more or less help after assessing
your capabilities? Now move onto "Creating a roadmap".
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DD —
Staffing your project Preparing for

Implementation

Iauncn yo

[

- { lr
ne reaiworia

1. Now that you're most of the way through your project, determine who are the
most essential members of your team for implementation. Make a list of the
critical skills that are required, then reorder the list based on highest priority.

2. Take a look at your existing team. Do you need specialist skills? Perhaps a
designer, someone with specific expertise, or particular sector knowledge? Do
you need dedicated project management resource?

3. Are there organisations that you now need to partner with? What about
funders? Will you have to get buy-in from managers or officials?

4. Implementation can take a long time, so think down the road about who you'll
need now and who you’ll need when you’ve launched.
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DD —
Creating a roadmap Preparing for

Implementation

ady to launch your idea Ir

the real world

1. Assemble your team and all the critical stakeholders responsible for implementing your idea.
They’ll have information that you may not know but that is crucial.

2. Make it visual. Print out a big calendar for the next year or so to map out what needs to
happen when. Start adding Post-its with key dates such as a pilot launch, rollout date, etc.

3. Break it down by thinking about your calendar in chunks. Answer questions like “What needs to
happen in the next month? In three months? In a year?”. Themes will emerge around the
various tracks of work that need to take place.

4. Think about the major milestones in your project timeline: when will you launch? When will
you need to complete your technical development by? When will you kick off a
communications plan? Get key dates on the calendar.

5. Assign a team member or partner to each track of work and get someone to champion each
element of your project. Be prepared to hold them accountable to the tasks.
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0o —
Building partnerships Preparing for

Implementation

ay) IUNCnHN your iagea ir

the real world

1. Getyour team together with other key stakeholders and partners and run a
brainstorm around what partnerships you need. Maybe you need greater
access to the press, maybe you need to raise money.

2. Next, take those key partnership needs and have another brainstorm around
who you know already and who you can reach out to in your wider network.

3. Though you’ll want to remain flexible, you’ll also want to start to set
parameters around what you need from your partners. Figure out when you’ll
need each one, how much you can reasonably ask of them, and what kind of
deadlines to set around your ask.
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D —
Measuring and evaluating Preparing for

Implementation

ady to launch your idea ir

the real world

1. Firstly, determine why you need to measure. Is it to demonstrate impact? To get more
funding? To improve business practices?

2. Be sure to bring key stakeholders into this conversation. They may have been measuring and
evaluating your topic area for years and can provide key insight.

3. Assess whether your team is best suited to carry out the process. You may need to hire an
outside team or consultants to help.

4. Try to find a balance between quantitative and qualitative measurements. Stories from partner
organisations and the people that you’re designing for can be very powerful, especially if your
solution doesn’t lend itself to capturing hard numbers.

5. 06 Take a prototyping attitude to your measurement. You can always tweak your operating
model based on the information coming in to maximise your impact.
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Worksheet

05—
Preparing for
Implementation

Getting ready to launch your idea in
the real world

Capabilities quicksheet

— Preparing for implementation,

Distribution Needs

Eg &0 you nead 10 soarce, store and distridage 2 peoduct® Wrke your requlements here. Using the requirements lsted Lo the rows to the ke,
st heve wiiat your noods are bn terms of capabill-
tiex This information can then be usad 10 laform
the Staffing your project” (page71) and Creating &
Roadmap” (page?3) activities.

Capabilities

Eg aze there specialisod skilly, sech a3 technological capedilivies, latringic 1o the dewelopment of your service/
producy/process? Wrke down your requiremaents heve.

Partners

Eg are their external organisations or individeals wio can suppoet, ssist of lnflomce the success of your sode-
Gon? Wrke down your requisessents here.




06 — Overcoming challenges
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06 —
06 — Overcoming challenges Overcoming

chaUenges

Some common challenges and how

you might ¢ dd ess the

* In sharing this collection of practical tools and methods, we have
hopefully given you the insight needed to grow in your role and the
confidence to bring about change using design.

* "We don't know how to define the challenge well.”

* “We have little experience in running qualitative research with
users.”

* “We pilot, we don’t have the time to prototype.”
* “We don’t have enough time!”
* “We don’t connect as a public institution; policymaking and service

eelivery don’t relate well to each other.”
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