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NZZ 19.01.2021

Der Mensch tut sich schwer mit Wandel, weil er 
einen Hang hat, am Status quo festzuhalten. In 
der Psychologie ist das Phänomen unter dem 
Begriff Verlustaversion bekannt: Gemeint ist die 
Tendenz, Verluste höher zu gewichten als 
Gewinne. Und Wandel setzt nun einmal voraus, 
Verluste in Kauf zu nehmen.

Wir haben Mühe, zu akzeptieren, dass das Leben 
aus Zielkonflikten besteht, dass man oft etwas 
aufgeben muss, um etwas Besseres zu 
bekommen.
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Any favourite 
service?
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Understanding 
(Service) Design





Jamin Hegeman – Designing for Multi-touchpoint Experiences

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






https://srf.ch/play/tv/redirect/detail/a98a2985-3eef-4002-9c40-ecae72af57e6?startTime=746


Design is not only a specialist 
activity of building artifacts, such 
as objects, furniture, and posters. It 
is also a way of understanding that 
world in flux, of humanizing 
technology, and of building and 
shaping culture.

Kolko 2018



PART I 
EDUCATION

P.53–68

TEXT 1

STEFANO VAN
NOTTI

DIMENSIONS OF DESIGN: OPERATING 

IN A NEW SPACE OF OPPORTUNITY

Not at Your Service – Manifestos for Design (2020)



«If one agrees on the generic definition of 
design as a transformation discipline, then 
the question inevitably arises as to where, 
when and how design drives these different 
processes of change. At least three levels of 
transformation can be identified: artefact, 
system, society. These serve as central 
pillars of the comprehensive space of 
opportunities in which designers operate 
today.»

Dimensions of Design (Vannotti 2020)



Transformation Society

Innovation System

Improvements Product



«In the artefact dimension, designers 
bring about change through developing 
new objects or through the incremental 
improvement of existing products.»

Dimensions of Design (Vannotti 2020)



«In the system dimension, the designer 
acts in an environment with many 
participants. »

Dimensions of Design (Vannotti 2020)



«In the societal dimension, the 
designer applies his or her 
transformational energies at the 
highest level, because this dimension 
is concerned with societal challenges 
and the transformation of value 
systems in a globalised, digitised 
world.»

Dimensions of Design (Vannotti 2020)



frog



CAS Design Thinking – Modul 5 / Design Challenge



In der Gesellschaftsdimension steht die 
Frage nach dem «WARUM» im 
Vordergrund.
In der Systemdimension verlagert sich 
der Fokus auf das «WIE».
In der Artefaktdimension kümmern sich 
Designer*innen um das «WAS»

Dimensionen des Designs (Vannotti 2020)
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(Service) Design 
Doing



Service Design 2016



Bill Buxton (2007)



Designers do not see the world as a 
fixed canvas. They are an optimistic 
bunch, who see the world as a 
range of possibilities that can be 
crafted and bent to our will. 

Timothy Morey
Design Strategist, Frog



Dubberly 2009

?!?



CAS Design Thinking – Modul 5 / Design ChallengeDubberly, H., & Evenson, S. (2008). On modeling: The analysis-systhesis bridge model. interactions, 15(2), 57-61.





Designathon 15, Foto: Mona Neubauer



Dorst, K. (2011). The core of ‘design thinking’ and its application. Design Studies, 32(6), 521 - 532.



Lawson, B. (2005). How Designers Think, Fourth Edition: The Design Process Demystified. Architectural Press.



Hugh Dubberly (2005)



http://www.designcouncil.org.uk/news-opinion/are-behavioural-science-and-design-building-blocks-innovationDesign Council’s Double Diamond

http://www.designcouncil.org.uk/news-opinion/are-behavioural-science-and-design-building-blocks-innovation


Design thinking rapidly moves on to learning by 
making. Instead of thinking about what to build, 
building in order to think. 
Tim Brown (TED 2009)
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Break
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Activity – Rapid 
Prototyping Loop



www.designcouncil.org.uk

http://www.designcouncil.org.uk/news-opinion/are-behavioural-science-and-design-building-blocks-innovation
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Page 7

 The double diamond in more detail 

The start of a project is  
a period of discovery,  
gathering inspiration and 
insights, identifying user 
needs and developing 
initial ideas.

The first quarter of the  
double diamond model 
covers the start of the 
project. Designers try to  
look at the world in a fresh 
way, noticing new things  
and seeking inspiration.  
They gather insights, 
developing an opinion  
about what they see, 
deciding what is new and 
interesting, and what will 
inspire new ideas.  
Specific methods include: 
market research, user 
research, managing and 
planning and design 
research groups.

1. Discover

The second quarter 
represents the definition 
phase, in which designers 
try to make sense of all the 
possibilities identified in the 
Discover phase.  

Which matters most?  
Which should we act  
on first? The goal here is to 
develop a clear creative brief 
that frames the fundamental 
design challenge to the 
organisation. Key methods 
during the Define phase 
are: project development, 
project management 
and project sign-off.

2. Define

The third quarter marks 
a period of development 
where solutions are created, 
prototyped, tested and 
iterated. This process of  
trial and error helps 
designers to improve and 
refine their ideas.  

Key activities and  
objectives during the 
Develop phase are: 
brainstorming, prototyping, 
multi-disciplinary working, 
visual management, 
development methods 
and testing.

3. Develop

The final quarter of the 
double diamond model is 
the Deliver phase, where 
the resulting product 
or service is finalised 
and launched. The key 
activities and objectives 
during this stage are: final 
testing, approval and 
launch, targets, evaluation 
and feedback loops.

4. Deliver

'HVLJQ�PHWKRGV�IRU�GHYHORSLQJ�VHUYLFHV

Keeping Connected Business Challenge

7KH�GRXEOH�GLDPRQG�GHVLJQ�SURFHVV



www.designcouncil.org.uk

http://www.designcouncil.org.uk/news-opinion/are-behavioural-science-and-design-building-blocks-innovation


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.



Problemdefinition

Collecting problems and challenges

SVA Kaderworkshop 15.11.2019



Discover | Method 2

Choosing a problem and 
determining causes and 
effects.



www.designcouncil.org.uk

http://www.designcouncil.org.uk/news-opinion/are-behavioural-science-and-design-building-blocks-innovation


Define | Method 3

Description of the consolidated 
problem in one sentence



Define | Method 4

Converting the problem 
statement into a question by 
introducing it with the words 
"How might we..."?



www.designcouncil.org.uk

http://www.designcouncil.org.uk/news-opinion/are-behavioural-science-and-design-building-blocks-innovation


Develop | Method 5

- One idea per sticky note
- Everyone starts with one idea
- The group formulates at least 10 ideas
- Marking of the favoured ideas



Impact

Feasibility
+

+-

-

Develop | Method 6

- Transfer your ideas to 
sticky notes

- Position your ideas



www.designcouncil.org.uk

http://www.designcouncil.org.uk/news-opinion/are-behavioural-science-and-design-building-blocks-innovation


Workshop 3 – 13.11.2019

Deliver | Method 7

- Agree on a proposed solution
- Sketch a prototype



Deliver | Method 8

Present the identified problem and your proposed solution.

https://www.designkit.org/methods/37


Kontakt

Stefano Vannotti
+41 43 446 32 56
stefano.vannotti@zhdk.ch

mailto:stefano.vannotti@zhdk.ch

