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What the Popol Vuh can teach design
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Auckland University of 
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KEYWORDS
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global south, Mayans, 
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ABSTRACT

This focused reflection explores how Mesoamerican worldviews can inform design activity. 
Design here is understood as a type of thinking or an approach that underpins acts of creative 
imagination across design areas, including the design of products, services, and systems. Mayan 
accounts of creation are examined here to discover insights and entailments that sustain ways 
of creating that are different from the dominant Western paradigm of design. With this, we wish 
to formulate deep questions about the core beliefs and views of what design creation can be in 
a more plural and inclusive world. 

BIO

Ricardo Sosa 

Ricardo Sosa is Associate Professor at Auckland University of Technology and holds adjunct 
positions at Monash University and Nanyang University of Technology Singapore. He teaches 
and conducts research in design and creative technologies with an emphasis on creativity for 
social justice.
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The paradox of delivering professional 
design services: the plurality of value
#116

AUTHOR

Linus Tan  
Swinburne University of 
Technology, Australia

KEYWORDS

Professional design service, 
service-dominant logic, 
architecture services

ABSTRACT

Do professional design services offer a service or design a product? A traditional definition 
rooted in the service economy might point to the former, but the theory of Service-Dominant 
Logic from marketing might suggest the latter. While this may appear purely as a semantic 
difference, it has severe implications on 1) how designers articulate the value of their services, 
and 2) how clients perceive the value of a designer’s service. This paper provides four industry 
examples to show how professional design services may change how they deliver a service 
to address the evolving expectations of a design service. It ends by offering two ways service 
designers can help professional design services innovate how they render services to their 
clients.

BIO

Linus Tan 

Linus is doctoral candidate at Swinburne University of Technology, School of Design. His 
research is on how architects use tacit knowledge (experience and expertise) to improve their 
business practices. His approach to solving complex and ambiguous problems is informed by 
his architectural training, while his execution of solutions is guided by his working experience 
in coordinating operations for the military, fabrication and design industry. He applies this 
unique set of knowledge by helping individuals navigate unknown scenarios to identify business 
opportunities and does so by running workshops in design thinking, practice management and 
creative entrepreneurship.
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Designing in response to Indigenous sovereignty
#135

AUTHOR

Peter West  
School of Design, RMIT, 
Australia

KEYWORDS

Sovereignty, design ontology, 
epistemes, Womin Djeka, 
plurality, whiteness

ABSTRACT

In this paper I present moments of provocation that collectively describe ‘gaps’ within the 
Western design epistemes. These provocations come through the requirement to be in relation 
to Indigenous sovereignty and reveal non-Indigenous, design-based practices of passively, 
innocently deflecting the challenging work of deep epistemic engagement. However, Indigenous 
sovereignty remains an opportunity to situate the non-Indigenous designer into a practice 
of designing lawfully on Country. This is to locate design ontologically and epistemically as 
‘the guest’ or ‘the visitor’; dependent on and distinct to the Indigenous sovereign host. In this 
research setting, in Melbourne / Naarm I respond to Kulin practices of Welcoming; Womin 
Djeka. This paper may also serve as an example to non-Indigenous designers, in global contexts 
designing, researching and visiting on unceded lands. On Kulin lands, the sovereign practice of 
Womin Djeka addresses the guest or visitor and may include the laws of Bunjil. I contend this 
is a foundation from which to ongoingly, lawfully practice design in response to the ontological 
and epistemic boundaries set by Indigenous sovereignty. 

BIO

Peter West 

Peter West is an academic in RMIT’s School of Design and co-lead of Bundyi Girri. Peter’s 
research has seen him engage with Indigenous Nations across Australia. This has led to a 
teaching practice which focuses on non Indigenous students contextualising their design 
practices in relation to Indigenous sovereignty. This has consequently been the impetus for 
RMIT’s Bundyi Girri strategy. Bundyi Girri is RMIT’s university wide change strategy which 
supports non-Indigenous people into an awareness of their role and ongoing responsibility in 
their relationship with Aboriginal and Torres Strait Islander people.
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Human Centred Design and ancient Hindu 
philosophy in the context of embracing diversity 
and building coherent working environments
#87

AUTHOR

Priyanka Rajwade  
Masters of Design Futures, 
RMIT, Australia

KEYWORDS

coherence, cultural diversity, 
design team building, Hindu 
philosophy, human centred 
design, inclusivity, thought 
diversity

ABSTRACT

This is an on-going study which aims to explore the correlation between Human Centred Design 
(HCD) and Hindu philosophy and how it can be leveraged to create a more inclusive design 
practice by blending philosophy with contemporary design contexts and methodologies.

The social construct in India dictates that design that comes out of the West is a benchmark 
for excellence and I had followed this golden rule without realising that designs are meant for 
people and that their goals, emotions, challenges and aspirations change as per their contexts. 
As a designer, it is crucial to develop an understanding of how humans perceive the world, in 
what context and the relation between emotions and cognition, especially while designing for 
a larger world audience. The principles of HCD have a strong connection with learnings from 
ancient Hindu philosophy. This study intends to understand how we might take inspiration from 
ancient philosophy and embrace diversity to build coherent working environments.

BIO

Priyanka Rajwade

Priyanka Rajwade is a multi-disciplinary designer from Mumbai with over 10 years of experience 
in advertising, user experience and interface design. Through her experience in advertising, 
she brings a unique blend of design thinking, customer engagement and business orientation 
to her practice. She is passionate about creating delightful customer experiences both online 
and offline by integrating inter-disciplinary methodologies through a collaborative working 
style. She enjoys experimentation in everyday work processes and believes in challenging the 
status quo through iterative questioning. Her interests lie in bringing creative solutions that 
balance business goals with environmental sustainability. Priyanka is currently finishing her 
final semester of the Master of Design Futures program (2020) at RMIT University. Through 
her research she is exploring how apparel brands could leverage rewards to mould consumer 
behaviours towards choosing sustainable fashion.
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Embedding transparency in digital services:  
A case study on the food sector
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AUTHORS
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Paraná, Brazil

KEYWORDS

transparency, digital services, 
food sector, sustainability

ABSTRACT 

Transparency is one of the principles for sustainable consumption, being necessary to fully 
communicate social, environmental and economic practices. Digital technologies have expanded 
the possibilities to increase the level of transparency between customers and services. While 
transparency has been pointed out as a key priority in innovation agendas, an understanding 
of the implications for service design is missing. The food sector is one of the most critical 
to address transparency, due to the global need for transformation in food production and 
consumption systems, in order to become more inclusive, sustainable and healthy. This study 
conducted an ex-post-facto multiple case studies, along with a unique case study with a small 
company of organic food delivery. An initial service transparency framework is proposed and can 
be used in service design projects when exploring improvements or creating new ones. 

BIOS

Marcella Lomba

Marcella Lomba MSc in Design at UFPR – Design & Sustainability Research Center (2020) with 
research on Service Design, Digital Technologies, Design for Sustainability and Food Design, aimed 
at expanding transparency in digital services. Holds a specialization in User-Centered Design at 
Universidade Positivo (2013) and a BA in Computer Engineering at PUC-Campinas (2006). Has 15 
years of professional experience, with work related to user experience, service design and design 
management in design and innovation consultancies, digital agencies, companies and startups 
from industries such as food, healthcare, cosmetics, telecom, finance, among others.

Aguinaldo dos Santos

Father of Lucca and Thomas and husband of Ana Lucia. Car Mechanic (SENAI/1984), Civil Engi-
neer (UFPR/1992), MSc on Civil Engineering (UFRGS/1995), PhD on Built Environment (SALFORD/
UK/1999), Post-doctoral on Design for Sustainability (POLIMI/Italy, 2010). Head of the Design & 
Sustainability Research Center and Vice-coordinator of the Design Post-graduate Program at 
Paraná Federal University, Brazil. Holds a “Level 2 Productivity Schoolarship” from CNPq (Brazilian 
Funding Agency) since 2004. Member of the administrative board of the Brazilian Design Center 
(CBD). Member of editorial board of several journals. Publications in numbers: 53 journal papers, 
12 books, 8 book chapters, 142 conference papers. Co-author of 4 patent submissions. Supervi-
sions: 39 MSc; 5 PhDs. Native stingless bee conservationist; poet; numismatist; marathon runner.
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Towards a practical model for uptake of mobile 
Service Design
#76

AUTHOR

John Murphy  
Design4Use Pty Ltd, Australia

Frederica Densley  
Neighbourhood Justice 
Centre Melbourne, Australia

Stuart Ross  
School of Social & Political 
Sciences, University of 
Melbourne, Australia

KEYWORDS

service design, technology 
uptake, appropriation, 
mobile, alcohol and other 
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ABSTRACT

‘eRecovery’ is a suite of software providing an adjunct to clinical support for clients with a 
substance addiction to help manage relapse behaviour. As part of working on the design and 
implementation of a 24-month trial of eRecovery, we have created a practical, situated model 
of the uptake and use of the client facing mobile application software. The model supports 
organising, visualising and communicating the adoption, appropriation and on-going routine use 
of the technology. Factors at each stage in the model provide positive and negative tensions that 
determine whether and how a client progresses from one stage to the next. 

BIOS

John Murphy 

John runs Design4Use, an independent consultancy in 
Melbourne specialising in User Experience research, design and 
testing. He has over 20 years of experience with a background in 
computer science and engineering.

His skills and experience across many industries include banking, 
government, retail & telecommunications. John firmly believes 
that maintaining the customer’s voice throughout a project will 
lead to more effective, usable and ultimately successful systems 
and businesses.

Qualifications include a Masters degree in HCI and Ergonomics 
from University College London, a Post-graduate Diploma in 
Computer Science and a Bachelor of Mechanical Engineering.

Frederica Densley

Coming soon
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Stuart Ross is Enterprise Professor in the School of Social and Political Sciences at the 
University of Melbourne. His research interests include sentencing decision making, criminal 
justice population modelling, and the evaluation of criminal justice programs. His recent work 
includes evaluations of release transition programs, court programs (Neighbourhood Justice 
Centre, Court Integrated Services Program and family violence courts) and the development 
of an instrument for assessing risk and need in Victorian prisoners and offenders. He is 
currently working with the Neighbourhood Justice Centre on measuring outcomes for small-
scale court programs. He was Chief Investigator on an Australian Research Council Discovery 
Project on procedural justice for victims of crime, and a participant in three ARC Linkage 
Projects on mentoring of women released from prison, over-representation of indigenous 
offenders in the justice system, and the integrated reform of responses to family violence. 
Prior to joining the Department of Criminology, he was Director of the National Centre 
for Crime and Justice Statistics in the Australian Bureau of Statistics. He is the co-author 
of Sentencing Reform and Penal Change: The Victorian Experience (with Arie Freiberg, 
Federation Press, 1999) and Crime, Victims and Policy: International Experiences, Local 
Experience (with Dean Wilson, Palgrave, in press).
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Undo-Replay: re-scripting unsustainable toy 
consumption through value transference
#98

AUTHORS

Kathy Qian 
RMIT University, Australia

Liam Fennessy  
RMIT University, Australia

KEYWORDS

design for sustainability, 
circular economy, 
redirection, consumption 

ABSTRACT

This paper presents an account of the design of the Undo-Replay project: a combination of 
strategies from design for sustainability and product, service system design aimed at redirecting 
plastic toys from entering waste streams at the end of their use lives. Aimed at equipping 
children and adults alike with opportunities to participate in their own transferences of value, 
the Undo-Replay project uses gameplay and narrative to create new cultures of repair and 
re-making that are critical in a transition towards sustainability. The authors offer an analytical 
account of the socio-material systems that underpin toy consumption and waste practices, 
and discuss how designers might build new constructive social experiences to foster more 
sustainable behaviours. In considering how the project unsettles existing relations to transfer 
value, this paper fleshes out the tensions of environment, material, and consumption at play for 
designers committed to notions of sustainable redirection.

 

BIOS

Kathy Qian

Kathy Qian is an industrial designer specialising in sustainable product and service design. 
Graduating from RMIT University with first class Honours, she received the Joyce Coffey 
“Outstanding Female Designer” Award 2019 and is a DIA Graduate of the Year 2020 finalist. 
Kathy has a particular interest in object-user relationships, emotional durability, experience 
design and the roles these play in creating sustainable futures. Her Honours project Undo-
Replay tackles the growing global issue of plastic toy waste and consumer attitudes towards 
repair and repurposing objects perceived as low-value. 

Liam Fennessy

Concerned with how design practice might attend to the socio-cultural-environmental 
implications of new product and service development Dr. Liam Fennessy teaches Industrial 
Design at RMIT University. His research has two key foci: on industrial design pedagogy and 
practice after the project of industrialisation; and on product-service-systems design projects 
that deal with questions of sustainability through de-materialisation. 
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AUTHORS
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Keio University, Japan

Kahoru Tsukui  
Keio University, Japan

Hirshi Yamaguchi 
Dai Nippon Printing 
Company, Japan

Akihiro Sasaki  
Dai Nippon Printing 
Company, Japan

Satioshi Miyashita  
Dai Nippon Printing 
Company, Japan

KEYWORDS

behaviour design, behaviour 
change, service ecosystem 
design, institutional change

ABSTRACT

Although the popularizing approach of behaviour design and the recently-introduced perspective 
of service ecosystem design (Vink et al., 2017; Vink, 2019) differ significantly in their purpose, focus, 
and theoretical backgrounds, these differences actually indicate an opportunity to integrate the 
two, to complement each other and facilitate behaviour and institutional changes simultaneously. 
To clarify the benefits and demonstrate the procedure of such an integration, this paper 
introduces a pilot study to implement the integrative design approach for a corporate project 
which aims at applying design thinking to their sales activities. The results show that the proposed 
approach helps designers and stakeholders to understand entangled relations between behaviour 
of employees and organizational social structures and also to uncover wider opportunities and 
more impactful strategies for change. 

BIOS

Masanao Takeyama

Masanao Takeyama is a professor of service design at the faculty 
of economics, Keio University. Takeyama has been developing 
methods and techniques for service design and behavioural 
design to apply these to business practices. He has been directing 
many joint research projects with Japanese global corporations 
including Toyota, Hitachi, Toshiba, and Sony. He has been the 
co-representative of Service Design Network Japan Chapter since 
2013. Takeyama also founded ACTANT, Inc., the Japanese first 
service design consultancy to help organizations in various fields 
for developing innovative services and businesses. Besides the 
research and practices, he has been also assisting the Cabinet 
Office of Japanese Government to innovate public services.

Kahoru Tsukui 

Kahoru Tsukui is a researcher at Keio University and a service 
designer at ACTANT, a Japanese service design agency. She is 
engaged in the design of new service design methodologies in 
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Keio University, currently working on developing a methodology to integrate behavioral design 
into service design, with an interest in how people’s behavioral change can enhance their 
well-being and how their behavior can also contribute to society. In ACTANT, she designed 
sustainable services from the perspective of both users and employees in a variety of industries, 
including education, telecommunications, manufacturing and insurance. After graduating from 
the Keio University Faculty of Economics, handled marketing of business network services for a 
telecommunications firm. 

Hiroshi Yamaguchi 

Service designer in the Information Innovation Operations of Dai Nippon Printing Co., Ltd. 
Graduated from Nihon University Graduate School of Science and Engineering. Master of 
Engineer. After joining Dai Nippon Printing in 2000, he was in charge of customer service, 
product development, and brand development as UX designer and planner. Established “Service 
Design Lab” in 2013. In parallel with methodological R&D, started design consulting by service 
design. Since 2019, he has been a visiting associate professor at Yamagata University.

Akihiro Sasaki

Service designer in the Information Innovation Operations of Dai Nippon Printing Co. Graduated 
from the Graduate School of Design at Kyushu University. Master of Design Strategy. After 
joining Dai Nippon Printing, he worked as an image processing engineer and was appointed to 
his current position in 2013. He is mainly responsible for executing service design projects for 
new business development for client companies, in which he is responsible for project design, 
management and facilitation. His current main research focus is on the integration of service 
design and behavioral design.

Satoshi Miyashita 

coming soon
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Kentaro Watanabe 
National Institute of 
Advanced Industrial Science 
and Technology, Japan

Yusuke Kishita  
The University of Tokyo, 
Japan

Kaito Tsunetomo  
The University of Tokyo, 
Japan

KEYWORDS

digitalization, service system 
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concern

ABSTRACT

Digitalization is a strong enabler to increase the productivity of existing services and develop 
innovative services. Meanwhile, the ethical and societal concerns about the negative impact 
of digital technologies are also growing. In addition to the principles and guidelines for 
development and use of digital technologies, there is a need for a design methodology to 
integrate them in services in a harmonized manner.

In this study, we suggest a conceptual design framework for digital technology assisted service 
systems (DSS). This framework is based on several theoretical foundations including service 
system design, scenario design, value sensitive design and institutional theory. Our framework 
illustrates DSS with four layers (value, actor, digital and institution) and its transition in order to 
clarify required design elements for socially-conscious development and integration of digital 
technologies.

BIOS

Kentaro Watanabe

Kentaro Watanabe, Ph.D is a senior researcher at Human 
Augmentation Research Center, National Institute of 
Advanced Industrial Science and Technology (AIST) in 
Japan. His research domains are service engineering, design, 
and innovation. He is specifically interested in technology 
integration and digitalization in service systems. He received 
his Bachelor and Master of Engineering from the University of 
Tokyo, and Doctor of Engineering from Tokyo Metropolitan 
University. He has several years’ experience of product and 
business development in private companies. He was a visiting 
researcher at VTT Technical Research Centre of Finland 
Ltd (2016–2017). He serves as a board member of Society 
for Serviceology (an academic society of service research 
in Japan) since 2018. He is also engaged in standardization 
activities from the service design perspective in ISO/TC 159 
(ergonomics) and TC 324 (sharing economy).
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Yusuke Kishita

Yusuke Kishita, Ph. D has been working as Lecturer at the University of Tokyo since 2016. His 
research interests include scenario design for sustainable futures, backcasting, roadmapping, 
and circular economy. He is involved in several research projects regarding, e.g., sustainable 
consumption and production (SCP), service system design, and mobility system. Prior to taking 
the current position, he worked at Osaka University as Postdoc and Assistant Professor (2011–
2014) and National Institute of Advanced Industrial Science and Technology (AIST) as Research 
Scientist in 2015. He served as Guest Researcher at Technische Universität Braunschweig 
(August–November 2019) and Visiting Academic Fellow at University of Cambridge (December 
2019–February 2020). He holds MSc and Ph.D. in Mechanical Engineering from Osaka University. 
He has been appointed as one of The University of Tokyo Excellent Young Researchers in 2017.

Tsunetomo Kaito

Kaito Tsunetomo is a graduate student at the University of Tokyo. He is majoring in Precision 
Engineering. His research interests include service system design, participatory design, and 
design engineering. He has been engaged in a service system design research project as a 
technical trainee at National Institute of Advanced Industrial Science and Technology (AIST) 
since 2019. He got his bachelor’s degree in Precision Engineering from the University of Tokyo.
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Practice notes on designing for change
#124

AUTHOR

Lisa Overton 
RMIT University, Australia

KEYWORDS

service design, organisational 
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ABSTRACT

Service Design Projects often require organisations to undergo significant changes in the way 
they operate. The conditions driving this need for change often create an environment where 
those people required to under go it have the least capacity for that change, impeding the 
implementation of re-designed services. Applying a designerly approach to people’s capacity 
to engage with change offers a unique way to overcome these barriers. These practice notes 
identify ways design might help organisations engage successfully in a change process.

BIO

Lisa Overton

Lisa has been working in Product and Service Innovation for over 20 years across 
Telecommunications, Digital Media, Education and Government sectors. She has been part of 
several shifting work practices, and moved into Service Design as a way of addressing shortfalls 
in the way organisations allowed for human factors within their service ecosystems. She is 
currently undertaking a PhD (Design) at RMIT University, examining the ways in which design 
can be used to help organisations change the way they operate to be more human-centric.
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Designing for informal services: a participatory 
approach to prevent sexual violence within a 
university 
#75

AUTHOR

Bridget Malcolm  
University of Technology 
Sydney, Design Innovation 
Research Centre, Australia

KEYWORDS

informal services, informal 
networks, co-production of 
services, value co-creation, 
preventing sexual violence, 
university, service design

ABSTRACT 

Universities, alongside many other public and private organisations, are beginning to grapple 
with the issue of preventing sexual violence and providing effective services to survivors within 
their context. This article describes a unique participatory design-research project conducted 
to better understand staff and student perspectives of sexual violence within a university and 
how to better design services. One of the key findings of this research was the general distrust 
of formal services and reliance on informal services provided by both the organisation’s staff 
(employees) and students (users or customers). This provides unique insights into designing 
services for challenging social issues within an organisation and raises key questions about 
how service design can better support informal services and the co- production of services by 
employees and users.

BIO

Bridget Malcolm

I am a strategic designer, facilitator, educator and researcher working to evolve creative 
practices to address increasingly complex problems. My work draws on leading design 
methodologies including systemic design, frame creation, participatory design and transition 
design to explore problems, propose pathways forward and build alliances for change. 
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How to be considerate: Adapting service design  
for use beyond the design studio
#77

AUTHOR

Chloe Sterland 
RMIT University, Australia

Juliette Anich 
RMIT University, Australia

KEYWORDS

service design, design for 
social innovation, social 
innovation, co-design

ABSTRACT

This study shows the role Service Design can play in addressing social issues, explored through 
the topic of women and fear in public space. Due to the fear of sexual violence reinforced by 
society, women are constantly monitoring their movement within cities. This research aims to 
develop a response to this issue without inflating this fear or placing responsibility on women.

Co-design and Service Design tools were used to offer balance to the research and to neutralise 
tensions within the topic area. This led to an educational campaign that establishes the 
responsibility that allies have in reducing fear in public space, on a general public level, and also 
on a professional level, specifically those involved in designing public space. 

The research and project’s outcomes demonstrate how Service Design tools could be used in 
other disciplines (beyond traditional design studios) to develop empathy as well as addressing 
and solving social issues.

BIOS

Chloe Sterland

Chloe Sterland is an Industrial Designer, specialising in social innovation. She recently graduated 
from RMIT with her final honours project ‘How to Be Considerate’, an educational campaign 
exploring the issue of women and fear in public space. She graduated with first-class honours 
and was a recipient of the Joyce Coffey ‘Outstanding Female Designer’ award. She is passionate 
about exploring how design thinking can lead to social impact, with a particular interest in the 
ways this can further gender equality.

Juliette Anich

Juliette bridges the gap between commercial, creative and sustainability fields. She has pursued 
a diverse career path, one that gives her exposure to high pressure commercial environments, 
social enterprise, start-ups and academic research. In August 2016, she completed her PhD 
from the School of Architecture and Design at RMIT exploring pro environmental behaviours. In 
January 2017 she commenced a permanent full time position lecturing in the School of Design 
at RMIT within the Industrial Design discipline specialising in service and system design and 
social innovation. She is currently the Program Manager of Industrial Design RMIT exploring 
progressive pedagogy, lean education structures and innovation in large organisations. 
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Experimenting with design tools for  
just public services 
#121

AUTHOR

Paula Hardie  
Griffith University, Australia

KEYWORDS

digital public services, 
decolonising design, design 
tools

ABSTRACT

The emergence of digital public services in Australia is evidencing a techno-colonisation of 
service design imaginaries. This paper considers how design tools are mediating this process. 
A workshop with seven designers experimented with four speculative and decolonising design 
tools to interrogate three areas of public services. The resulting maps and design fictions 
suggest just public service futures might be envisioned through design tools that make socio-
political tensions more visible.

BIO

Paula Hardie 

Paula is a designer and PhD candidate at the Queensland College of Art, Griffith University in 
Brisbane. She works at multi-disciplined design lab, Relative Creative, designing communication, 
strategies, experiences and events that help people think, talk and mobilise sustainable futures. 
Her PhD research focuses on how design tools and methods are used in public service design 
to advance social and climate justice. Paula has a Bachelor of Design Futures (Honours) from 
Griffith University and is an experienced tertiary educator in communication design. Drawing 
on her background in socially-engaged and non-profit sectors in areas of food, homelessness, 
waste, education events, and cultural communication, Paula orients her design practice toward 
futures that are responsible, sustainable and fair for all.
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The non-participatory patient 
#81

AUTHOR

Juan Sanin  
RMIT University, Australia

KEYWORDS

codesign, non-participatory 
patients, design for wellbeing

ABSTRACT

This paper discusses tensions and paradoxes of codesign paradigms and calls for more plural 
approaches to participation in order to establish collaborations with non-participatory users. 
It builds on research experiences in the field of design for wellbeing to challenge assumptions 
about user participation and introduce the concept of ‘the non-participatory patient’. This 
conceptual figure is used to represent those users who do not engage with codesign activities, 
or those who engage, but contribute in ways that contradict expectations of designers and 
industry partners. It is argued that most service design projects are not able to account for the 
needs and preferences of non-participatory users, who are most of the time excluded from 
design processes and outcomes for being considered as disengaged or disobedient. These 
experiences make evident the need for collaborative tools, techniques and formats beyond 
those traditionally used in codesign, and able to bring more plurality into service design.

BIO

Juan Sanin

Juan Sanin is lecturer in the School of Design at RMIT University. His design practice is 
situated in the field of co-design, and is focused on the creation and implementation of 
probes that facilitate the participation of non-designers in design processes. Another 
aspect of his practice combines design research and cultural studies to examine the role of 
material culture in the configuration of the everyday life, in particular, the role of things in 
the mediation of a wide variety of everyday experiences such as the sense of home, national 
identity, wellbeing, or ‘the analogue’.
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Integration of service principles into the creative 
process of PSS: Application in organizational case
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AUTHORS

Emanuela Lima Silveira 
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Paraná, Brazil

Aguinaldo Santos  
Universidade Federal do 
Paraná, Brazil

KEYWORDS

product-service system, 
service design, creative 
process, heuristic methods, 
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ABSTRACT

The process of creating Product+Service Systems (PSSs) can be considered complex as it 
involves tangible products, typically qualitative and intangible services, integrated into a multi-
actor system and variable touch points. In this regard, there is still a lack of methods and tools 
that adequately support the PSS’s creative process. Given this context, a theoretical survey 
about PSS and Service Design creativity complexity was conducted, highlighting the heuristic 
principles considered relevant to enhance the creativity process. Then, a case study explored 
the integration of heuristic principles from the Servqual scale, into the creative process of a 
PSS in a Brazilian multinational company. This article intended to contribute to the theme’s 
theoretical and practical basis, stressing the emphases and gaps in the use of heuristics for the 
design of PSSs in the organizational context.
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ABSTRACT

Augmented Reality (AR) is a technology that brings new possibilities to service design 
and delivery by projecting a digital layer of information directly on top of one’s physical 
surroundings. However, there is tension between its technology-centric applications and its 
use as a holistic service. To bridge this gap, we examined the representative functions of AR 
applications from a service design perspective, with a focus on travel service as a case study.

We built a taxonomy of existing AR functions and conducted interviews to understand user 
needs and patterns of travel experience as parts of a larger story. Based on this research, 
we then created a storyboard and user interface (UI) prototype for a holistic travel service 
supported by AR.
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ABSTRACT

Service design is an effective approach for service-based businesses to improve customer 
experience. However, Double Diamond design process has limitations in identifying the 
development areas with most business impact. Combining service design process with machine 
learning presents a new opportunity for alleviating the aforementioned limitation.

We present a case from a European service design agency and a Nordic life insurance company 
to describe the utilization of machine learning in the beginning of the service design process. 
With this new process we were able to quantify business impact of different customer 
experience factors and focus the design effort towards the most potential area.

Additionally, we increased the buy-in from top management by enhancing the credibility of the 
qualitative approach with numeric evidence of customer experience data. The work resulted in 
increased Net Promoter Score for the client organization.
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ABSTRACT

This paper explores how an IT company wants to change from product-centricity to servitization. 
A cross-functional customer journey workshop mapped the current state from the customer’s 
point of view, and by identifying opportunities, it identifies gaps in becoming a service 
organization. Activities in the workshop focused on mapping a current customer journey and a 
proposition of a customer journey. The case explores how a service design workshop and tools 
can be used in strategic work, to support and facilitate a discussion on changes needed to be 
customer-centric, going beyond technology and features. The workshop and maps proved useful 
in facilitating and visualizing the current organizational state and identifying opportunities for what 
it takes to shift to servitization. This case contributes to practical aspects of how service design 
tools can support organizational transformation towards servitization.
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ABSTRACT

Services are the largest contributor to the Philippines’ economy, prompting the necessity of 
exploring what service design might contribute to the country. This paper seeks to explore 
what service design means in a country like the Philippines, where business interests, customer 
demands, and working conditions of service staff rarely intersect as a result of imbalanced 
power dynamics. It presents practice notes detailing the tensions between desirability as a 
function of satisfying user wants and needs and as a function of largescale societal impact, and 
proposes a way forward through designing with compassion.
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ABSTRACT

Designing services for care for a psychiatric precinct within the context of a major hospital 
development project is challenging. This paper reports on research that contributes to 
contemporary discourse on the interconnections between service design and infrastructures 
of health care. This is what Bitner (1992) named as a ‘servicescape’– the integrated, 
multidisciplinary, physical, sensorial and experiential sites of care provision. Between 2016 – 
2018 the authors undertook a design anthropology evaluation that identified the experiences 
of situated service provision by people within a psychiatric precinct located within a regional 
hospital. In this discussion we identify some of the insights from this project.
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ABSTRACT

This paper describes an experimental, methodological approach to design research that draws 
upon the methods of speculative design and service design to present the framework of 
Speculative Service Design (SSD). This framework aims to aid service designers to explore and 
interrogate the tensions within future service experiences. Its goal is to draw on speculative 
tools and techniques to present them as a way to explore, extrapolate and evaluate future 
service experiences. SSD aims to imagine hypothetical service futures before they happen, 
decoupling design from direct market imperatives and illuminating the capacity that we, as 
citizens, have to influence its development and deployment.

This paper then presents how this framework has been applied in practice to the Emergency 
Department waiting room within a practice-based PhD. This example investigates the role 
of technology in future waiting experiences in the Emergency Department, and is used as a 
vehicle to proactively reflect on service experience futures before they happen. In doing so, the 
framework provides designers with a method to unpack the ideologies and philosophies that 
drive the development and deployment of technology.
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ABSTRACT 

Distributed Ledgers or Blockchain-based systems have the potential to provide enablers for 
the development of future services. By combining deep encryption, tamper-proof transparency 
and secure personal data to a wide variety of services, there are great opportunities for the 
development of new services.

In developing new service experiences that capitalise on the potential benefits of Blockchain, 
there are a number of key challenges. These include: 

• Emerging opportunities for services provided by blockchain

• Blockchain as an Identity Enabler

• Public perceptions and confusion about blockchain

• Issues of privacy, mistrust of data storage and possible leakage

• Design methodologies for services to guide users through new blockchain automated and 
frictionless experiences

This short practice-based paper presents a case study and reflects on the learnings and 
experience of designing services utilising blockchain technology for digital identity. The paper 
identifies issues and problems and provides a comprehensive review of the benefits to establish 
a framework for designing services around distributed ledger blockchain based services.
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ABSTRACT

Approaching services as sociomaterial constellations might bring to the fore new temporalities 
and accountabilities in designing, beyond that of the immediate service (Kimbell & Blomberg, 
2017). This work-in-progress paper draws on a processual study (Langley, 1999) from Norwegian 
health care. It is inspired by objectivist strands of Science and Technology Studies (STS), 
especially Actor-Network Theory (ANT) (e.g. Latour, 2005) it explores in what way non-humans 
might partake as co-designers in the development, provision and re-design of service delivery: 
finding policy ideas, legislation and ICT hard at work.

BIO

Adeline Hvidsten 

Adeline Hvidsten is Associate Professor of service design at Kristiania University College. She 
holds a PhD in innovation and entrepreneurship from BI Norwegian Business School, where she 
explored interorganizational digital collaboration between hospitals and municipalities in public 
health services. Her thesis focused on the inherent incompleteness of services, consequences 
for co-design and the role of ICT and politics. Mainly, her research deals with themes of design 
and innovation, and she is dedicated to the construction of theoretical foundations for studying 
designing for service.



34

ABSTRACTS
SHORT PAPERS

THEME: DIGITALISING SERVICE DESIGN II
DAY 2

(DRAFT JUNE 2020)

Service Tools: linking values with technology in 
sustainable home renovation 
(#95)

AUTHOR

Stella Boess  
Delft University of 
Technology, the Netherlands

KEYWORDS

sustainable refurbishment, 
service tools, communication 
tools, values, technology, 
inclusion

ABSTRACT

Sustainable home refurbishments are part of the many efforts needed in climate change 
mitigation. This practice note presents service tools that aim to link the residents’ values with 
the technology they will use after a sustainable refurbishment of their home. This technology 
will affect their daily living practices. In a recent sustainable refurbishment pilot project, my 
and colleagues’ role was to advise a building company running this process. With colleagues, 
I developed service tools to communicate with residents about what the refurbishment 
would mean for them. The service tools and an initial reflection on each one are presented 
and discussed here. Two types of tools are presented: tools to support residents in bringing 
their interests to bear, and tools to communicate with the residents about the new 
technology. I found that level of abstraction, timing, form and familiarity of the tools to 
stakeholders affect their effectiveness in the process.
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ABSTRACT

Over the past two decades, there has been growing discussion about the relationship between 
service design and culture. However, these discussions are often fragmented and ambiguous, 
limiting the nuance in how culture is understood in service design. As such, the purpose of 
this paper is to build a more comprehensive understanding of the role of service design in 
relation to culture by drawing together discussions from existing literature. What emerges from 
our literature analysis is a framework presenting four different views on the role of service 
design in relation to culture, each with distinct interpretations of culture and its connection 
to service design. Furthermore, we present the emerging issues related to each of these four 
views, highlighting the overall necessity of attending to cultural pluralities in service design. We 
propose that a dynamic movement between these different views can provide service design 
practitioners and researchers with a decentralized perspective that can help them get unstuck 
from perpetuating a single, static understanding of culture.
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the school. Simon started working with interaction design using participatory design methods 
for the design of control rooms in 1983. Since then his work has swung between research and 
professional consultancy. He built and led a successful multidisciplinary team at Telenor that 
developed future business concepts for mobile services and interactive TV. He has led a large 
Nordic ICT consultancy, run his own company and been in a dot.com start-up.

His research interests stem from his MBA in Design Management, and have very much focussed 
upon the role of design at the strategic and tactical levels of an organisation. His focus during 
the past years has been upon enabling organisations to create value from incorporating design 
into the innovation process. More recently he has started to focus upon how organisations 
should change such that they can better develop and support the delivery of memorable 
customer experiences. This bridges multiple disciplines from marketing, organisational design, 
change management and service design. 
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ABSTRACT

Evaluating benefits for society is a common requirement for most social innovation 
programmes, yet evaluating social impact is one of the most challenging tasks. This challenge 
has salience for service design and designing social innovation – both fields that seek to 
make social impact. This paper shares insights from researching social innovation practices in 
Southeast Asia. We draw attention to intelligent ways practitioners in Cambodia, Indonesia, 
Malaysia, Myanmar and Thailand are evaluating work with social outcomes, and from this, we 
generate a propositional framework that supports the core principles observed.

We place this framework alongside dominant and traditional models of evaluation to highlight 
epistemic, political and power differences between them, and reinforce the importance of 
diversifying evaluative approaches. We demonstrate how alternative evaluative practices are 
community and culturally-led through specific examples, to reinforce the core principles of 
building trust, participatory collaboration and being grounded in place, culture and locality.

BIOS

Joyce Yee 

Joyce Yee is Associate Professor at the School of Design, Northumbria University, UK. Joyce’s 
research explores how design is used to support, enable and drive change through the creation 
of innovative practices in organisations. She co-founded the Designing Social Innovation in 
Asia-Pacific network (www.desiap.org) in 2015 with Yoko Akama. DESIAP is virtual learning 
network for social innovation practitioners using design to support their work. She has co-
authored books on the future of design practice. Her lastest book, Transformations (2017), 
documented how design can support culture change and innovation in organisations. Recent 
research includes an investigation into the societal impact of creative districts in Thailand and 
the development of an evaluation framework to measure social impact in social innovation 
programmes.

Yoko Akama 

Yoko Akama is Associate Professor in the School of Design, RMIT University. Her practice is 
shaped by various Japanese philosophies of between-ness and mindfulness, to consider how 
plural futures can be designed together. She is a recipient of several national and international 
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awards for collaborative work with self-determining Indigenous nations and regional 
communities preparing for disaster. Recent works include a co-authored book on Uncertainty 
and Possibility by Bloomsbury, and co-leading the Designing Social Innovation in Asia-Pacific 
network with Joyce Yee. She is also the co-founder of Service Design Melbourne network and 
active in building its community.

Khemmiga Teerapong 

Khemmiga Teerapong has been working as a design educator and graphic design practitioner 
since 2004. She completed her Bachelor of Fine Arts in visual communication design from 
Silpakorn University, Thailand and Master of Arts in graphic design from the University of 
the Arts London, UK. Khemmiga is interested in the design research methodology in graphic 
design. She undertook a PhD degree RMIT University, Australia. Her PhD focuses on developing 
research methods for graphic design.
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ABSTRACT

Research shows that conventional care for older immigrants across the UK remains inaccessible. 
Cultural and system ensued barriers impact on self-confidence and personal agency. Often 
evading dealing with the state altogether, this user group relies heavily on word of mouth and 
informal family care. This significant lack of personal agency is shown to negatively impact on 
the construction of the ‘self’. In answer to this impending social challenge, this preliminary 
paper explores how co-design methods can help strengthen the citizen-state relationship and 
cultivate community engagement. Through a review of literature and expert interviews, the 
study aims to shed light on the service experience of non-native peoples and uncover some of 
the service and system challenges that impact on the lives of this often-overlooked group. This 
forms part of a larger study that aims to improve social care services and the overall system of 
care for elderly immigrants in the UK. 

BIOS

Nevena Balezdrova

Nevena Balezdrova is a second year PhD researcher at Brunel University London. She utilises 
her background in Interior Design and Architecture BA, and Design Strategy and Innovation MA 
as a way to integrate theory, user research and the social sciences. Nevena’s current research 
sheds light on the experience of minority groups through design research. Currently looking at 
how the UK government uses co-design methods to engage with communities and the way in 
which it could potentially use co-design for service development in order to align better with 
the needs of minority groups, particularly with older immigrants. Nevena has a keen interest in 
researching and applying co-design methods as an identity building tool that help aid integration 
into society and improve the citizen-state relationship. Key areas of interest: social identity, 
service co-design, psychopathology of immigration and systems thinking.

Youngok Choi 

Dr Youngok Choi is a senior lecturer and programme director of MA Design and branding 
Strategy & MA Design Strategy and Innovation, College of Engineering, Design and Physical 
Sciences, Brunel University London, and a design researcher specialising in Design Management, 
Design Policy and Social Innovation. Her research interests encompass the role of design 
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in economic growth and improving the quality of people’s lives, and hence sustainable 
development. The strategic use of design underpins much of her research activities. She has 
developed a range of design research interests which include but are not limited to: Design 
Management; Design Policy; Innovation in new product development; Social Innovation; and 
Design Pedagogy. She has been involved in many design research projects including design 
policy at national, regional and organisational levels, the future of the UK design industry, social 
values of design and design strategy for businesses. She has collaborated with many businesses 
including Samsung Electronics, Samsung Design Europe and LG Design Europe.

Youngok completed her PhD in Design Management from Lancaster University in 2009 and 
graduated MA course in Design Strategy and Innovation at Brunel University London in 2005. 
She earlier qualified in both Business Administration and Communication Design at tertiary 
institutions in South Korea.

Busayawan Lam 

Dr Busayawan Lam is a senior lecturer and the Director of Teaching and Learning at Design 
Department. She specialises in the areas of New Product Development (NPD) process, 
Innovation Strategy and Management, and Design Strategy.

She was trained in Industrial Design at Chulalongkorn University, Thailand, and practiced as a 
product designer in a small-and-medium-sized exporter company in Thailand. She later obtained 
MSc Industrial Design at University of Salford and PhD Design Research at Brunel University 
London. She worked as a researcher at the National Metal and Materials Technology Centre 
(MTEC) Thailand. She has many years of experience studying user requirements, ascertaining 
design trends and recommending strategic design directions for a variety of organisations 
ranging from a domestic general hospital equipment producer to a global electronics company. 
Her current research interests include co-design, community-led design and social innovation.
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ABSTRACT

In the increasingly complex social context, service design shows its advantage in dealing with 
wicked problems and provoking social innovation through systematic thinking and public 
participation. Besides the innovation on the dimension of problem-solving, service design 
could play an essential role in creating social impact to lead a larger scale of social change. If we 
regard cultural service design as a sense-making activity, performativity is trying to magnify the 
sensitivity of visitors’ experience. To enhance the ability of cultural service in sense-making and 
impact-creating, this paper adopts an interdisciplinary approach to transfer the knowledge from 
performance studies to service design. This paper conducts a preliminary review to understand 
service design as a sense-making activity, as well as the potential of performativity in achieving 
social impact. After structure analogy and case analysis, an initial meta-design framework is 
proposed enlightening a set of critical stages and elements in potential applied projects. 

BIOS

Shu Hongming 

Graduated in Product and Service System Design, her doctoral research deals with performative 
strategies and social cohesion in the experience of cultural services (“Cultural Performative 
Service Design for Museum”), with a focus on the integration of cultural performance theory 
in the framework for the design of services and its application in museums to facilitate 
intercultural cohesion.

Elenora Lupo 

PhD, Associate professor at the School of Design, Politecnico di Milano. The main research 
topics concern the cultures of product and process design; the subjects of humanities driven 
innovation; the innovative role of design as a strategic and community centred approach to the 
exploitation of tangible and intangible cultural heritage.

In particular, considering the Cultural Heritage and Craft as an open-ended knowledge system 
for innovation, she is working on the concepts of activation and actualization of Cultural 
Heritage as innovative humanities and culture driven processes, and on the topic of cultural 
intensive performative artefacts and systems, bridging tradition with smart technologies and 
materials.
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She’s part of the research Section “Design and Cultures” of the Design departments, Milano 
Politecnico and teaches at the Design School of Milano Politecnico (www.design.polimi.
it). Along the years has been lecturing in different schools in EU (Artesis-Antwerp, Elisava-
Barcelona) Brasil (Unisinos-Porto Alegre), China (Polytechnic University-Hong Kong, Jiangnan 
University-Wuxi), has participated to several National and International Conferences and has 
participated and led many research programs (http://designview.wordpress.com/).
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ABSTRACT

Service implementation has been receiving more and more attention in both academia and 
service design practice recently. In order to better study this topic of how services change over 
time, it is important to understand what different service transformation elements are as well as 
the flexibility of these service transformation elements. So far, different service transformation 
elements, such as touchpoints and institutions, have been addressed in research, but mostly in 
isolation. In this paper, I place these service transformation elements in relation to each other in 
a framework for service transformation. Such a framework is helpful for both researchers and 
practitioners, because it helps to articulate the kind of service transformation that is in focus 
in scholarly and practical service design work as well as to set expectations in terms of what 
transformations can be realised or studied given the time span of a project.

BIO

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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ABSTRACT

Einola et al. (as cited in Kohtamäki, Rabetino, & Einola, 2018, p. 186) pointed out that “the 
tensions that manufacturers face when transitioning from manufacturing products toward 
the provision of customized integrated solutions are often paradoxical in nature,” which could 
be taken as the cultural and corporate challenges of adopting a servitization business strategy 
(Baines et al., 2009; Viet et al., 2013). As an emerging design field, service design offers a holistic, 
human-centered, co-creative approach to developing new services (Costa et al., 2018), which 
has the potential to be embodied in the process of servitization. This short paper tries to build 
a general framework: The Application of Service Design for Servitization (ASDS) Framework, 
in which 3 levels of service design applications in the servitization transition for a company are 
proposed, and corresponding roles of service design are discussed. The goal of this framework 
is to guide and categorize research related to service design being utilized in the process of 
servitization, and transfer the Service-Dominate logic (S-D Logic) inside the organization.

BIO

Peng Lu

Peng Lu is currently a MSc student in Politecnico di Milano in Italy, in which he is taking a 
double-degree program in Product-Service System Design and Management Engineering; 
previously, he got a BEng degree in Architecture in China. He is taking a part-time internship 
in Osservatori <https://www.osservatori.net/it_it>, which is a think tank founded by the School 
of Management of Politecnico di Milano. He also runs a Wechat public account “LuPeng-
Thoughts”. In addition, he worked as a researcher participant for the “Chinese Service Design 
Bluebook” project organized by China-Italy Design Innovation Hub of Tsinghua University. 
He is interested in how service design could be linked to service science, management, and 
engineering (SSME), and how service design contributes to business model innovation.
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ABSTRACT

Freshly graduated service designers are often struggling to align with the expectations that 
companies have when they are looking for a service designer. The understanding of what 
service design is, which capabilities a service designer has and how these capabilities can 
create value for the company can be very different, making it difficult for the inexperienced job 
seeker to even find the right job offer. In this paper, we investigate if there is a more general 
misalignment between academia and the market in the definition of service design capabilities, 
by analysing a consistent pool of job offers in the area of service design.

BIOS

Drude Emilie Holm Ehn 

Drude Emilie Holm Ehn is an industrial PhD fellow and works 
to bridge architectural planning practices with the research 
fields of Service Systems Design and Co-Design. With a 
background in Service Systems Design and Social work, she 
is particularly interested in the democratic principles that 
shape our cities and how these can be strengthened. Sitting 
in both Gehl Architect’s Innovation Team and at the Service 
Design Lab at Aalborg University, her PhD project builds on 
Gehl’s methods of studying public life and experiments with 
systematizing and enhancing stakeholder (especially citizen) 
participation in projects.

Amalia de Götzen 

Amalia de Götzen is associate professor at Aalborg University 
in Copenhagen where she coordinates the Master in Service 
Systems Design. Her research activity focuses on Digital Social 
Innovation and in particular on the intersection between 
Interaction Design and Service Design. She is interested in 
tools and methods that bridge the analog and digital world 
of services. She participated to several european projects as 
investigator and work package leader.
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Luca Simeone 

I work as a researcher, educator and professional consultant across interaction and service 
design, design management and innovation management – with a particular interest in critical 
and strategic thinking. I have conducted research and teaching activities at various universities 
(Harvard, MIT, Aalborg University, Polytechnic University of Milan, Malmö University and 
University of the Arts London), (co)authoring and (co)editing some 60 publications. I have 
founded and managed successful companies and award-winning design firms operating in more 
than 30 countries and with commercial hubs in Milan, Singapore, Toronto and Doha (key Clients 
include Procter & Gamble, Unilever, Dior, Sony). I also help private and public organizations 
(e.g. the European Commission and the German Federal Ministry of Education and Research) 
to define strategies, policies, and funding schemes to foster innovation. I am currently affiliated 
with Aalborg University in Denmark.

Nicola Morelli 

Nicola Morelli is Professor at Aalborg University in Denmark. He has previously worked at 
RMIT University, in Australia and at Politecnico di Milano, where he also completed his PhD 
in Industrial Design. He is coordinating the Service Design Lab, a research unit working on 
several research projects on service design. His research focuses on public services, open 
data and service and social innovation. He has also published several articles on service design 
methodologies, social innovation and sustainability.
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ABSTRACT

This paper summarises servitization research concerning product-service system design 
processes in the manufacturing industry, considering the overarching value chain. We used a 
methodological scoping framework to create a systematic overview of scientific papers in the 
context of the B2B manufacturing industry.

We identified five main topics: business models, organisational aspects, value creation, 
collaborative networks, and servitization strategies. Moreover, servitization research appeared 
to be concentrated in Europe, in particular in the United Kingdom and Nordic countries. We 
found only one paper that met all our selection criteria: service design and business model 
design within technology-intensive manufacturing firms, collaborating in networks and 
addressing end-customer needs. This research gap provides a direction for a further deep dive 
in what we call overarching Servitization; we will focus on designing product-service systems 
throughout customer supply networks.

BIOS

Bart Bluemink

Graduated in 1986 as Industrial Designer at TU Delft Industrial 
Design, he used to work as manager product development 
for several leading brands in consumer business. As designer 
he has developed various successful products, as experienced 
project manager he has led many complex innovation projects 
to a fruitful close. In 2015 he has founded DNAMX, a network 
based strategic design consultancy, helping companies to 
develop and introduce meaningful products into fast changing 
markets. During his career Bart benefited greatly from his 
education at the faculty of Industrial Design Engineering. 
Maybe that is why he has become an enthusiastic ambassador 
of the Delft Industrial Design Engineering study programmes. 
In one way or another, he always stayed connected with the 
faculty, either by coaching master graduate students within 
the companies for which he worked, or as an external adviser 
in the educational advisory committee. As of the curriculum 
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2016/2017 he has started as part time teacher of practice in the PIM-department, sharing his 
insights and experience of using design theories and methods in the daily practice of industrial 
designers. In early 2018 he has started a PhD study to contribute to the theory of industrial 
design.

Lianne Simonse 

Lianne Simonse conducts a research programs on: 1. Design roadmapping and 2. Business 
Model Design for home healthcare at the Industrial Design Engineering Faculty of Delft 
University of Technology in The Netherlands. Dr. Simonse has presented papers at ServDes 
before. Her scientific work is published in journals such as Design Issues, Journal of Product 
Innovation Management and Journal of Medical Internet Research, International. Based on on 
her comprehensive work and her industry experiences, she wrote the guidebook on Design 
roadmapping on which she teaches in the master program on Strategic Product Design.

Sicco Santema

Prof. dr. Sicco C. Santema is Professor of Networked Innovation at the Faculty of Industrial 
Design Engineering at Delft University of Technology. Sicco studies the role of design in bridging 
the barriers for the implementation of innovations in networks, at organisational, departmental/
team and individual level. His research covers Organisation Science, New Institutional 
Economics and Design, including the effect of digitalisation. He is head of the People in Transit 
research group.

Odke Lenior 

Coming soon
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ABSTRACT

The role of service deliverables in the early phases of service development has been studied 
both in academia and practice. We lack knowledge on the impact of service deliverables for 
the later phases of the service development process in which service designers are usually 
not engaged. In this paper, we aim to understand what attributes of service deliverables help 
business clients to act upon the deliverables on their own after service designers are gone.

To elicit actionable attributes of service deliverables, e.g., reports, we conducted semi- 
structured interviews with five leading and recognizable service design consultants from Poland 
who lead service design consultancies. We identified three categories of actionable attributes of 
service deliverables: communication, contextual, and transformative attributes. The attributes 
might support service designers in empowering their clients to make use of the service 
deliverables in later phases of service development.

BIOS

Joanna Rutkowska

Joanna is an Information technology graduate, design researcher and service designer. Her 
urge to make technology more humane has driven her towards a career in design. As part of 
her Ph.D. studies at Tallinn University in Estonia, she is conducting research on service design 
entitled “Actionable service design deliverables.” She is the author of numerous scientific 
publications in the field of service design and design methods. Since 2013 she has been one 
of the authors of the “User Experience and Product Design in Poland” report. Her research 
interests include developing design strategies for supporting the cooperation between service 
design consultants and their clients. She is an advocate of co-creation as an approach to 
problem-solving. She is also interested in exploring design processes in the era of artificial 
intelligence.

Froukje Sleeswijk Visser

Froukje Sleeswijk Visser (PhD) is assistant professor at Faculty of Industrial Design Engineering 
at Delft University of Technology and works as an independent design researcher in design 
practice (www.contextqueen.nl). Her research focuses on roles and methodologies of designers 
in human centred design, codesign and service design. She is especially interested in developing 
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design methodologies to realise social impact through multiple stakeholders collaboration; not 
only in concept phase but as well in implementation stages.  
www.studiolab.io.tudelft.nl/sleeswijkvisser
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David Lamas heads the Human-Computer Interaction (HCI) group at Tallinn University’s School 
of Digital Technologies. He also serves as the chair of the Estonian chapter of ACM’s SIGCHI 
(http://sigchi.org), and as an expert member of IFIP’s TC13 (http://ifip-tc13.org).

David’s main research interests are design theory and methodologies, and he has been designing 
organizations, communities and human technologies, systems and more since his post-doc at 
Michigan State University as a member of the MIND Labs network (http://www.mind-labs.org). 
He has done so in the USA, UK, Portugal, Cape Verde, and recently in Mozambique, Afghanistan 
and Estonia, developing through his experiences an acute understanding of how to shape and 
lead transformation processes.
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ABSTRACT

Current tools and techniques used in everyday design practice are focused on managing the 
complex information of service systems primarily through visualization. The visual in methods 
has become a dominant norm prevalent in service design practice. In wanting to counteract the 
emphasis on visualization, we direct attention to qualities of sound in natural and structured 
form. This conceptual paper offers two important contributions. First, we propose sound as 
an alternative representation medium to augment design tools and methods. Second, since 
sound as representation is an under-explored concept, we suggest a conceptual framework. The 
conceptual framework introduces an understanding of sound as persistent or performative. 
As such, it serves as a starting point to guide the exploration of sound as a medium of 
representation in service design, in a way that complements existing tools and methods.

BIOS 

Ana Kustrak Korper 

Ana Kustrak Korper is a PhD candidate at the Linköping 
University, Sweden. She was an early-stage researcher at the 
EU fellowship Service design for innovation network (SDIN), 
part of Marie Curie Innovative Training Programme, starting 
her PhD at the Faculty of Engineering, University of Porto in 
Portugal and continuing it at the Linköping University. Her 
educational background is in business and management, 
and musicology. Her research focuses on service design 
as an innovation practice especially in technology-driven 
organizations.

Vanessa Rodrigues 

Vanessa Rodrigues is a doctoral student in design at Linköping 
University, Sweden and a former Marie Sklodowska – Curie 
research fellow within the Service Design for Innovation 
Network. Her PhD research focuses on fostering a more 
nuanced understanding of resilience in service systems that 
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better accounts for how to enable much needed service system resilience through service 
design. Other areas of research interest include the future of service design as well as designing 
for service systems, social impact services, nomadic welfare, healthcare and policy. She holds a 
M.Sc. in International Business from Maastricht University, The Netherlands and has prior work 
experience in hospitality and consulting.

Johan Blomkvist 

Johan Blomkvist is a senor researcher at the Computer and Information Science Department 
at Linköping University. His research focuses on service prototyping and understanding the 
relationship between people and physical manifestations of service and design artefacts. Based 
on research within cognitive science and related fields, he has suggested new tools and explored 
existing ones throughout the development of service design in an academic context.

Stefan Holmlid 

My research focus on what happens to design when it meets new theoretical or practice areas, 
and seeks to integrate with these, such as the practices of service design, design for policy, and 
design for service.
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ABSTRACT 

In the past few years, higher education programs in service design have been steadily growing. 
Mostly positioned as master’s degrees within varied faculties and departments, these programs 
propose quite diverse educational offerings. To explore such variety, this short paper presents 
the preliminary findings of some in-depth interviews with the coordinators of six master’s 
programs. The interviews discuss key elements of these master’s programs and, more broadly, 
highlight current and future trajectories for the service design education.
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Begüm Becermen is a service designer and previously was a 
researcher at the Service Design Lab (https://servicedesignlab.
aau.dk/). Her research activity focuses on service systems 
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universities (Harvard, MIT, Polytechnic University of Milan, 
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authoring and (co)editing some 60 publications. He is 
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ABSTRACT

This paper presents the result of a pilot survey study about challenges faced by practicing 
service designers. Challenges include: 1) low awareness of what service design is and how to 
use service design in organisations; 2) issues with involving people in the design process; 
such as getting the right stakeholders on board and doing user research; 3) assessing the 
business and organisational value of service design and the extent to which it is able to 
actually change roles within organisations; 4) design in the organisation where silos, culture, 
maturity, willingness to change and acceptance of design can all limit the usefulness of 
service design, 5) obstacles to implementation and 6) designer identity and how it can impact 
expectations. While some of these challenges are inherent to design approaches, others keep 
recurring in studies of (service) design practice and should be given more attention and taken 
seriously by academia.
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ABSTRACT

This contribution aims at reporting a case of community building and activation in the city of 
Milan in Italy, namely the Service Design Drinks Milan.

The kind of community that we are referring to doesn’t necessarily build upon the belonging to 
a specific territory, but rather on a common interest around a topic, which is the discipline of 
service design. The case described provides a source of inspiration for any local agent wanting 
to replicate a similar initiative in its own context or for anyone interested in exploring the 
communities of interest.
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Master in Industrial Design Engineering and Innovation, he channeled this knowledge into the 
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ABSTRACT

The positive impact of sport participation is well researched and documented worldwide and 
the results are nothing short of amazing. Some of the major social challenges in contemporary 
societies have been successfully tackled through sport: mental and physical health, job creation, 
poverty alleviation, community development and crime prevention to name a few. Yet, the 
communities most impacted by the above-mentioned challenges have been historically the 
hardest to recruit and retain by sport clubs and organisations.

This paper examines the application of Human Centred (HCD) and Service Design to 
both address the challenges of recruitment and retention of vulnerable and marginalised 
communities and to drive systemic and positive social change.
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ABSTRACT 

Human-centred design gains ever more traction within the Australian public sector. But what of 
the application of design thinking in driving citizen engagement in public sector consultation? 
Which techniques add the most value? In a behind-the-scenes look at a design-led public 
consultation we evaluate our choice of techniques and review project challenges.
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