


 Over  75% of the economy is services
 Moreover – even physical products are composed of 

physical artifacts and service layers 
 Fundamentally related to consumer experience
 Many problems of innovation are related to service

and process design
 Techno- focus design errors (Internet, SMS, etc)
 For some problems, looser, less deterministic 

methods  of innovation and design are useful

http://www.research.ibm.com/
http://www.research.ibm.com/
http://www.ibm.com/us/en/
http://images.google.com/imgres?imgurl=http://bungatech.com/wp-content/uploads/2007/05/iphone_b.png&imgrefurl=http://mobifun.wordpress.com/2007/07/31/276-of-japanese-would-buy-iphone/&h=565&w=692&sz=64&hl=en&start=3&tbnid=X27TPAdvFHKeTM:&tbnh=113&tbnw=139&prev=/images?q=iphone&gbv=2&hl=en&sa=G




Access the service:

• Point to know: Interactive 

cities and museums



See who is around and where and navigate there.

Get alert when friend nearby



 practical, creative resolution of problems or 
issues that looks for an improved future result

 creative process based around the "building 
up" of ideas. There are no judgments in 
design thinking

 eliminates the fear of failure – risk taking & 
play
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 “The reasonable man adapts himself to the 
world; the unreasonable one persists in trying 
to adapt the world to him. Therefore all 
progress depends on the unreasonable man.” 
George Bernard Shaw 

 Goal - Create a social context where it is OK to 
unreasonable – expand with context of play



 Valid

 Rational design

 Optimization

 Satisficing

 Self interest

 Economizing

 Aesthetics (maybe….)

 In-Valid
 Fear
 Jealousy
 Altruism
 Sympathy
 Happiness
 Hope
 Religious faiths
 Collectivism vs. 

individualism



 Watch a Video Introduction to Play

 Attunement play

 Body play & movement

 Object play

 Social play

 Imaginative and pretend play

 Story telling narrative play

 Transformative, integrative and creative play
▪ http://www.nifplay.org/what_opp_corporate_md.html

http://www.nifplay.org/index2.html
http://www.nifplay.org/what_opp_corporate_md.html
http://books.google.com/books?id=pnksJp_zmSAC&printsec=frontcover&dq=book:+animal+play+behavior


 Premises: 
 More fun = more time
 Experiential
 Physiology : excitement=dopamine = 

increased memory
 Examples
 Teaching patients to cope with treatment
 Teaching medical students anatomy 

&immunology
 Simulations, public policy, epidemics, public 

planning



 Bring methods of product design to focus on 
a variety of problems

 More than expensive plastic
 Methods of ethnography, anthropology and 

psychology well aligned towards consumer 
experience and services

 Many problems with a focus of social 
responsibility and change



 Empathy
 Play
 Quantity
 Wicked problems – no obvious solutions
 Emotion – focus on experience and feelings, 

not rationality



 Decide what issue you are trying to resolve. 
 Agree on who the audience is. 
 Prioritize this project in terms of urgency. 
 Determine what will make this project 

successful. 
 Establish a glossary of terms. 



 High & Low - tech ethnography
 Shadow customer
 Behavioral mapping, photographing
 Consumer journeys
 Camera journals
 Storytelling
 Un- focus groups



 Do not judge – play, go for the wild
 Generate as many idea, no “buts”… Only 

“ands” 
 Log your brainstorming session. 
 Go for quantity – not quality
 Have one conversation at a time – stay on 

topic – no interrupting or dismissing
 Be visual & physical



 Make models of products and ideas
 Play with materials and models
 Use movies to model user experience
 Cheap, easy, fast 
 Create many scenarios in a physical space 
 Body storm and role play – define different types of 

consumers and act out their roles



 Select the powerful ideas. 
 Focused prototyping.
 Set aside emotion and ownership of ideas. 
 Engage the client – get agreement from 

stakeholders.
 Remember: the most practical solution isn't 

always the best. 



 Assign tasks. 
 Execute. 
 Deliver to client. 
 Delivery team from design, engineering, 

sociology, psychology, anthropology, 
medicine, zoology, etc.





 Español
 Català


ESADE CREAPOLIS

http://www.esade.es/pls/orasso/orasso.wwctx_app_language.set_language?p_http_language=es-es&p_nls_language=e&p_nls_territory=SPAIN&p_requested_url=http://portal.esade.edu/portal/pls/portal/portal.wwctx_app_language.set_language?p_http_language=es-es&p_nls_language=e&p_nls_territory=SPAIN&p_requested_url=http%3A%2F%2Fportal.esade.edu%2Fsites%2Fcreapolis%2F%3Flang%3DESP
http://www.esade.es/pls/orasso/orasso.wwctx_app_language.set_language?p_http_language=es-mx&p_nls_language=esa&p_nls_territory=MEXICO&p_requested_url=http://portal.esade.edu/portal/pls/portal/portal.wwctx_app_language.set_language?p_http_language=es-mx&p_nls_language=esa&p_nls_territory=MEXICO&p_requested_url=http%3A%2F%2Fportal.esade.edu%2Fsites%2Fcreapolis%2F%3Flang%3DCAT
http://www.artcenter.edu/accd/index.jsp

