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ABSTRACT

Service design (SD) is acknowledged as an approach that can help organisations to address 
service innovation. However, organisations are struggling to build design capabilities and 
develop sustainable SD cultures within the organisations. This paper focuses on this central 
challenge by exploring how a small and medium-sized, “non-design-intensive organisation” can 
integrate SD both as a way to develop internal design capabilities and as an approach to service 
innovation. We report on an action research study in which we initiated seven SD micro cases. 
The findings show how our designed SD learning activities developed autonomous SD initiatives 
within the organisation, and thus over time fostered a sustainable SD culture in this context. 
Based on our findings, we conclude that organisational appropriation of SD tools and methods 
is crucial for an organisation’s ability to build and sustain capabilities which can foster a SD 
culture.
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Yvonne has applied empirical methods in cooperation with industrial partners and public 
agencies since 1997 and developed ‘Cooperative Method Development’, a research approach 
that combines ethnography and software process improvement. In earlier research, she 
also addressed the introduction of software architecture and of architecture-based quality 
management.
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ABSTRACT

To build and sustain the legitimacy of design as an approach to service innovation, an improved 
understanding of how and why service organizations fail to implement design-led service 
concepts is needed. As service innovation implementation requires the synchronous interplay 
of service operators, customers and indirect stakeholders, challenges exceed the dichotomous 
relationship between design and production that informs much of the existing knowledge. 
In this study, we aimed to diagnose what organizational conditions functioned as barriers to 
innovation implementation in the context of a large service organization. We present findings 
from a fourteen (14) month action research study. The first author immersed in a large airline 
and engaged with employees from different levels of the organization to conduct actions as 
part of reflective, collaborative research cycles and to perform formal and conversational 
interviews. We find that implementation required collaboration between three instead of two 
organizational units: (1) an exploration hub, (2) a support partner and, (3) an operational unit. 
We reveal how conflicting organizational logics between these units obstructed implementation, 
not at a specific hand-over moment, but throughout the innovation process. Misalignment 
between units regarding what constituted a legitimate priority, design approach and project 
scope resulted from these conflicts. This misalignment informed a not-invented-here response 
from units whose resources were required for implementation. We suggest that managing 
misalignments between organizational units requires institutional work in various layers of the 
organization and that organizations take a risk when they leave the challenge of managing these 
conflicts completely to individual champions.
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Dr. Rebecca Anne Price is an Assistant Professor of Transition Design at the Faculty of Industrial 
Design Engineering at Delft University of Technology, Netherlands. Educated and practiced as 
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to public health and energy transitions that stem from a socio-technical perspective of the 
possibilities of design. 
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ABSTRACT

In light of product companies shifting towards services and service companies embracing 
service design approaches, there is a greater need for the proliferation of service design. 
However, organizations are still not fully ready for this shift. Notably, Information Technology 
(IT) service organizations provide a unique premise, where employees engage and facilitate 
their customers to undergo the journey of adopting service design into their service innovation 
processes, while they themselves are similarly undergoing the same journey. Amidst the 
different change management theories available, to help their employees learn, design and 
deliver better customer services, organizations are exploring and adopting different approaches 
to introduce service design. We explored an inside-out approach where we wanted the 
employees of IT organizations to understand, develop and experience the power of a service 
design-led innovation activity, understand the different complexities involved, and further 
become empowered to design service experiences for their customer organizations. Using 
iterative ‘Plan-Act-Observe-Reflect-Refine’ cycles, we explored several internal employee-
centric services such as employee hiring, onboarding and integration services. We adopted the 
CraftChange behaviour change progression model to enable the proliferation of service design 
techniques and processes, by using the ‘internalizing through experiencing’ approach. Once the 
employees experienced the benefits of service design within their organization, they were ready 
to proliferate service design, in their respective customer organizations. In this paper, we share 
our reflections on the ‘inside-out’ service design proliferation journey within the large multi-
cultural and global IT organization in which we work. We argue that our approach can aid highly 
pluralistic, varied-domain or cross-geography complex services to plan their service design 
proliferation strategies and activities effectively.
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inform design for change, service design for scale and how service designers can facilitate 
the change that people and communities desire. Due to his technology and management 
background, he believes in technology as an enabler while humanizing the services.

He is a lead service designer for various in-house service design initiatives like employee 
onboarding, employee integration and employee referral services. He has developed ten plus 
technology products and anchored several service design projects.

Sylvan Lobo

Sylvan Lobo is a Design Researcher with over 10 years of professional experience at TCS 
Innovation Labs – Mumbai. He is currently engaged in research in Service Design, focusing on 
adaptations of methods and tools to design for organizational and public services. His design 
interests also include qualitative studies, HCI for less-literate and visually impaired users, usable 
security and data visualization. He is an author of over 15 research papers and is a co-inventor of 
multiple patents. He is a graduate of IDC School of Design - IIT Bombay, with a specialization in 
Interaction Design, and a Master of Computer Applications from Goa University, India.
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product-service-systems in areas related to service design, systemic design, organizational 
services, public services, design for behavioural change, sustainability, and circular economy. I 
hold a master’s degree in industrial design (product design) from National Institute of Design 
Ahmedabad, India, and have a bachelor’s degree in engineering from IIT Gandhinagar.
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ABSTRACT

Service and failures associated with it occur in networked contexts. It is important to 
understand patterns of disruptions in service, and how actors influence possible failures 
through their participation as it will impact value creation. This paper reports the results of an 
interview study analysed using critical incident theory supported by design-driven generative 
tools. We identify eight patterns of disruption: request, query, hiccup, delay, mistake, flaw, 
breakdown and the unexpected. The paper also contributes a disruption ripple model, and 
identifies five tensions in responding to disruptions: competing priorities, dealing with difficult 
others, mismatching expectations, shouldering responsibility and reluctant assistance. The 
patterns of disruption provide a more nuanced way of understanding incidents in service 
situations. The ripple model and identified tensions illustrate the underlying complexities in 
network relationships. We argue that service providing organisations need to address the 
development of relationships to support beneficial value outcomes. 
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ABSTRACT

Despite welcome explorations of difference in Service Design approaches in recent scholarship, 
the prevailing notion that the field is measured by tools, methods, and outcomeslimits how SD 
might contribute to open-ended practices of self-determined design and capacity-making in 
socially and politically-grounded contexts. We draw on a two-year service design collaboration 
among three learning-communities with differently situated students to suggest means for 
“holding open” collaborative work in process as a way to both create space for collectivity and 
to grapple with difference, tension, and emergent conditions. This framework is a proposition 
for self-determined service design, rooted in the complex contexts of collaborators’ experiences 
and self-articulated desires. We argue for extending SD practitioners’ and researchers’ 
understandings of uncertainty (Alexander, 2006) and the unknown (Akama, Pink & Sumartojo, 
2018) to consider these as approaches for engaging in plurality and emergence, rather than 
seeing them as conditions requiring mitigation to reach a specific end-goal.
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10

Gabrielle Bendiner-Viani
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arts, design, and urban research for community engagement, and is author of Contested City: 
Art and Public History as Mediation at New York’s Seward Park Urban Renewal Area (University 
of Iowa Press, 2019). She is principal of the design and research studio Buscada and teaches 
urban studies and public art at the New School. She was postdoctoral fellow in visual culture 
at the International Center of Photography and holds a PhD in environmental psychology 
from the Graduate Center, CUNY. She regularly consults with arts and culture organizations on 
community and art engagements and strategic visioning. Her creative practice has been shown 
at institutions including MIT, the Brooklyn Public Library, the Center for Architecture, Artists 
Alliance/Cuchifritos Gallery & Project Space, the Sheila C. Johnson Design Center, and Tate 
Britain. Her work on cities, culture, and photography has appeared in journals, including Visual 
Studies, Urban Omnibus, Space and Culture, Society & Space, and Buildings & Landscapes. 
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She received a B.A. in English and Medieval-Renaissance Studies from Wellesley College and a 
M.A. in Gender Studies and Feminist Theory from the Graduate Faculty at the New School for 
Social Research. She is a Teach for America alumna.
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Assignment is So Gay: LGBTIQ Poets on the Art of Teaching; The Still Blue Project: Writing with 
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ABSTRACT

Dignity is a fundamental principle of today’s democratic society as well as human-centred 
design. Dignity is particularly important in the design of services. Services directly influence 
those who go through the service system, and many services seek to change their customers 
as a core outcome. Additionally, service co-production often starts with tense situations in 
which strangers meet for the first time and this can sometimes lead to serious conflict. A 
humanistic principle, such as dignity, is needed in this process and in the outcome of a service. 
Designers can better integrate and support dignity by treating it as a principle, method, quality 
or pedagogy of service design. This paper explores four perspectives on dignity as a universal 
right, as interpersonal care, as merit and as autonomy. I introduce the key philosophical 
interpretations, social backgrounds, and historical shifts in the concept of dignity with design 
examples. Dignity as a universal and intrinsic value of human nature is likely the dominant 
meaning of dignity in today’s democratic society. Dignity also concerns a humanistic treatment 
that is exchanged with another individual based on social emotions. Historically, however, 
people were seen to have more dignity if they proved to be better suited for a higher rank. In 
contrast, modern philosophers have argued/argue that the basis of dignity is autonomy, that is, 
the capacity for decision and action. I then present service design projects from a class, in which 
student teams utilize each of the four perspectives as a guiding principle for redesigning a flight 
experience.
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ABSTRACT

How do we design services that are inclusive and accessible to a wide variety of users (e.g. 
people with disabilities, of different ethnical backgrounds, of different genders)? Inclusive 
design has been extensively researched in product design and architecture, but less has been 
done in the area of service design. We will in this conceptual paper, describe and discuss a 
plurality of perspectives on inclusive service design. The first perspective takes departure in 
user-centred design and describes it as an umbrella covering a multitude of user groups. The 
second perspective takes an adaptive systems perspective to manage a variability in users. The 
third perspective uses service logics to describe inclusive service design in terms of resource 
integration. The different perspectives also come with their own tensions. It is concluded that 
a plurality of perspectives can contribute to a rich understanding of how to approach inclusive 
and accessible design of services.
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Ph.D. in Design, Yang Huan is an assistant professor in Design at the School of Fine Arts of 
Hangzhou Normal University in China and is responsible for the direction of interaction design 
and service design at the school. She used to work as an interaction designer at Tencent 
Technology (Shenzhen) Co., LTD and Arcsoft Multimedia Technology (Hangzhou) Co., LTD. 
Her research area covers interaction design, experience design, service design and inclusive 
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phenomenological, and socio-cultural traditions. He enjoys projects where he gets to put 
theories to work in design methods and in design practice.
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ABSTRACT

Service design is increasingly broadening its focus from creating intangible offerings to shaping 
service systems. This shift calls for a re-examination of the materials of service design. The 
traditional emphasis on touchpoints and service interfaces reflects a reductionist approach that 
leaves service design practitioners tinkering with disconnected parts, rather than addressing 
the service system as a whole. While historically social structures, such as norms, rules, roles 
and beliefs, have been seen as externalities in service design, a focus on shaping service 
systems brings them into the spotlight. The purpose of this paper is to build a more holistic 
understanding of service design materials to enable a systemic service design practice. Drawing 
from institutional theory, this paper develops a conceptual framework of service design 
materials that situates the traditional materials as the physical enactments of institutionalized 
social structures. The framework deconstructs the nature of service design materials by 
suggesting that they are all comprised of regulative, normative, and cultural- cognitive elements 
and have specific contradictory properties. Building on this understanding, the paper presents 
a practical tool called the Iceberg Blueprint of Service Systems that can help service design 
practitioners to expose the social structures constituting service systems. 
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processes.
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ABSTRACT

Service designers increasingly tackle complex societal challenges, also referred to as social 
innovation. To address such challenges, a growing group of designers has started to combine 
their design practices with systems thinking practices. Systems thinking is about zooming 
out, considering things in relation to a larger system, or indivisible whole, of which they 
are part. For example, complex adaptive systems theory explains how relational processes 
of self-organisation lead to new emergent behaviour of the whole, thereby adapting to its 
environment. While systems thinking zooms out, service design zooms in on human experiences 
and increasingly focuses on human relationships. In social innovation, it becomes relevant 
for service designers to examine the impact that human relationships have on the emergent 
behaviour – and in particular adaptation - of the system as a whole, such as healthcare or 
education systems. This paper connects service design to complex systems thinking, and 
shows how designing for certain experiential qualities of human relationships has the potential 
to contribute to enabling adaptive social systems. This is illustrated by four social innovation 
project case studies which each addressed particular patterns of qualities of relationships, 
including learning, motivation, and care and support. The author speculates when and how 
those qualities have the potential to enable an adaptive social system, and argues that service 
design is well-positioned to design conditions that facilitate and enrich human relationships with 
such qualities. This position is supported by service designers’ ability to design for the intangible 
and focus on human experiences, and their potential to impact people’s mental models of 
relationships.
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ABSTRACT

As robots become more prevalent in society, they will also become part of service systems, and 
will be among the materials that designers work with. The body of literature on robots in service 
systems is scarce, in service research as well as in service design research, especially regarding 
how to understand robots in service, and how design for service is impacted. In this conceptual 
paper we aim to shed light on how social robots will affect service.  We take a look at the 
current state of robots’ ability to interact socially with people and highlight some of the issues 
that need to be considered when including social robots as part of service. 

In navigating the social world, people exhibit an intentional stance, in which they rely on 
assumptions that social behaviour is governed by underlying mental states, such as beliefs and 
desires. Due to fundamental differences between humans and robots, people’s attribution 
of the mental state of robots, such as what a particular robot knows and believes, is often 
precarious and leads to uncertainty in interactions, partly relating to issues with common 
ground. Additionally, people might hesitate to initiate interactions with robots, based on 
considerations of privacy and trust, or due to negative attitudes towards them. Designing for 
service systems where e.g. a robot is being introduced, requires knowledge and understanding 
of these issues from a design perspective. Service designers therefore need to consider not 
only the technical aspects of robots, but the specific issues that arise in interactions because of 
them.
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The main focus of my PhD project is service prototyping. I approach the topic by interviewing 
practicing service designers and by looking at the result of prototyping activities in service 
design projects. The research aims at defining and conceptualising service prototyping and 
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larger scale I hope to be able to contibute knowledge about new techniques and approaches to 
prototyping when the object of design is largely intangible and made up of interactions between 
humans.
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My PhD work focuses on the role of the intentional stance — i.e., people’s common-sense or 
intuitive understanding of others as agents with beliefs, desires, and other so called “intentional 
states” — in human-robot interactions. My research aims to elucidate some of the challenges 
or difficulties associated with predicting and explaining the behavior of robots based on the 
intentional stance, and to develop appropriate methodology for studying the intentional stance 
toward robots empirically.

Tim Overkamp

When Tim Overkamp moved from product design to service design, he became interested 
in how service ideas are implemented. This became the topic of his PhD in Design at the 
Department of Computer and Information Science at Linköping University in Sweden. In his 
thesis, which he successfully defended in 2019, he developed two perspectives on service 
transformation that address how services change, as well as how service developers and 
designers can support those changes. He is currently interested in how organisations can use 
design as a way of learning, in order to successfully transform their services in a continuous way.
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and seeks to integrate with these, such as the practices of service design, design for policy, and 
design for service.
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Full professor of cognitive science at the University of Skövde – and as of July 2016 also full 
professor of cognitive systems at IDA, Linköping University.

My general research interests are in theories and models of situated, embodied and distributed 
cognition. The current focus is on human interaction with autonomous systems – social robots 
in particular, but also automated vehicles, etc.  Moreover, I have a long-standing interest in 
embodiment, i.e. the fundamental role(s) the body plays in cognition and emotion, in social 
interactions, and in people’s interactions with different types of technology. Another long-
standing interest is recurrent neural networks and their use in cognitive modeling, adaptive 
robotics, etc.


