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Your Lecturers
_



• Lecturer in the field of service design, design 
technology and design methods @ IAD and CAS 
Design Methods & Design Technologies

• Design Strategist at dreipol

Lecturers

Florian Wille
Lecturer, Industrial & Interaction Designer



• Lecturer @ in the field of storytelling, video and 
service design @ IAD and the CAS Design Methods

• Researcher @ institute for design research

Lecturers

Nicole Fölsterl
Lecturer 



• Lecturer in the field of Interaction Design, Service 
Design and Design Methodology

• Head of several CAS programs in the MAS  
Strategic Design

• Head of further education and services in the 
department design

Lecturers

Stefano Vannotti
Lecturer / Researcher / Strategist



What is Service Design?
_



What is Service Design

What is a service?

Products of economic activity that 
you can’t drop on your foot, 
ranging from hairdressing to 
websites. – The Economist



What is Service Design

A crowdsourced definition



What is Service Design

What is a service?

Service design applies design 
methods and craft to the definition 
and orchestration of products, 
communications, interactions, 
operation, culture, and structure of 
an organization. – Jamin Hegeman



Jamin Hegeman – Designing for Multi-touchpoint Experiences

http://de.slideshare.net/jaminhegeman/multi-touchpoint-experiences


What is Service Design

What is a service?

Jamin Hegeman – Designing for Multi-touchpoint Experiences

http://de.slideshare.net/jaminhegeman/multi-touchpoint-experiences


Richard Buchanan, (1992) Wicked Problems in Design Thinking



5 Principles of Service Design Thinking

1. HUMAN CENTRED-CENTERED 
Services should be experienced through the customer‘s eyes

2. CO-CREATIVE  
All Stakeholders should be included in the service design process

3. SEQUENCED 
The service should be visualized as a sequence of interrelated actions

4. VISUAL 
Services are essentially intangible in nature and should be visualised in 
terms of ‘physical elements’

5. HOLISTIC 
The entire environment of a service should be considered



Examples
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Amazon Key



Service Design 2016

Find on Filerserver: /Volumes/DDE/BDE_VIAD/01_ABGABEN/17_FS/Sem4_Service_Design/Dobler - Rainolter - Richner/AD-CR-KR_Video



Service Design 2016

Find on Filerserver: /Volumes/DDE/BDE_VIAD/01_ABGABEN/16_FS/Sem4_Service_Design/Guthruf-Müller-Poli-Weibel/TG_NM_SP_AW_video



Service Design 2013

File not available
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Course Structure
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WEEK 1 WEEK 2 WEEK 3

MON TUE WED THUR FRI

SERVICE 
IDEATION

SERVICE 
EXPLORATION

Presentation of 
Service Ideation

MON TUE WED THUR FRI MON TUE WED THUR FRI

Team MentoringKick Off

Service 
Exploration 
Workshop

Team MentoringTeam Mentoring Kick Off



_

Course Structure
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WEEK 4 WEEK 5 WEEK 6

MON TUE WED THUR FRI MON TUE WED THUR FRI MON TUE WED THUR FRI

SERVICE 
PROTOTYPING

SERVICE 
ENACTMENT

SERVICE  
COMMUNICATION

Prototype 
Demo

Workshop 
„Storytelling“ Final 

Presentation
Dry Run 

Presentation
Team  

Mentoring 
„Cut“

Kick Off Kick Off Team 
Mentoring



_

Design Teams

Team 1: Daniela, Sonia, Kilian, Gian Carlo

Team 2: Alesia, Celina, Aathmigan, Kimon, Tim 

Team 3: Nemo, Ramona, David, Andreas, Dzhuliia

Team 4: Alec, Baran, Nicola, Mai, Sebastian
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Design Teams



_

Design Teams



Deliverables
• Service concept in the form of video scenarios 
• Testable prototype 
• Action plan & recommendations 
• Summarized service concept handout complemented with 

visual explanations 
• Service documentation



Channels of Communication
Where to find information and contacts



Channels of Communication

E-Leaning via Paul

paul.zhdk.ch

https://paul.zhdk.ch/course/view.php?id=1585


Channels of Communication

Miro

miro.com

- Miro main course board
- One board for each Team

https://miro.com/app/board/o9J_lOBxnvw=/


Channels of Communication

Zoom

https://zhdk.zoom.us

https://zhdk.zoom.us/j/95311742207?pwd=SGJyd1dUN013eWM3NlNSam90d0ZxQT09


Channels of Communication

SD-Calendar

Calendar online | iCal

https://calendar.google.com/calendar/embed?src=08i83v3re60hierajnvlg7f680@group.calendar.google.com&ctz=Europe/Zurich
https://calendar.google.com/calendar/ical/08i83v3re60hierajnvlg7f680@group.calendar.google.com/public/basic.ics


Ressources
Platforms & Books



Ressources

Service Design Tools

servicedesigntools.org

https://servicedesigntools.org/


Ressources

Strategyzer

www.strategyzer.com

https://www.strategyzer.com/


Ressources

#TISDD Method Library

https://www.thisisservicedesigndoing.com/methods

https://www.thisisservicedesigndoing.com/methods


Book Tipp

by Dark Horse

Diemut Bartl; Dark Horse Innovation (Firma), 2017. Digital Innovation Playbook. Murmann Publishers GmbH



Book Tipp

by Giff Constable

_



Book Tipp

by Stickdorn / Hormess / Lawrence / Schneider

Marc Stickdorn; This is Service Design Doing: Applying Service Design Thinking in The Real World. O’Reilly



Topic
_



Topic

Data vs. Crisis

data

39

Crisis



Topic

Aim of the Project

Aim of the Project :: Developing a service ecosystem that offers 
real and immediate benefits for the participants while generating 
data that is valuable for municipalities in fighting or managing 
the COVID crisis. The underlying data donation system should 
be able to process aggregated and individual data.
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Cooperation Partner
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Cooperation Partner | Stiftung Risiko Dialog
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Thank you!

Florian Wille
florian.wille@zhdk.ch

Stefano Vannotti
stefano.vannotti@zdhk.ch 

Nicole Fölsterl  
nicole.foelsterl@zhdk.ch 

mailto:florian.wille@zhdk.ch
mailto:stefano.vannotti@zdhk.ch
mailto:nicole.foelsterl@zhdk.ch

