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Abstract 

This article provides an overview of the content covered in the Service Design Innovation course. 
The course comprises five main sections: Introduction to Service Design, Discover/Empathize, 
Define, Develop/Ideate, and Deliver/Prototype & Test. Each section focuses on essential aspects 
of service design, including the introduction to service design principles, research and data 
collection techniques, data analysis for identifying innovative service opportunities, synthesis of 
ideas to generate new service concepts, and prototyping and testing processes for service delivery 
enhancement. 
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Introduction to Service Design 

In this chapter, the focus is on introducing the concept of service design and its importance in 
today's business environment. Service design is the process of creating and improving services to 
meet customer needs and create value for both the customer and the service provider. 

The chapter begins by providing an overview of service design, highlighting its key principles 
and benefits. It emphasizes the customer-centric approach of service design and its focus on 
addressing customer pain points and providing an exceptional experience. 

Furthermore, this chapter delves into the various methodologies and tools used in service design, 
such as customer journey mapping, personas, and service blueprints. It explains how these tools 
help in understanding the customer's experience at each touchpoint and identifying areas for 
improvement. 

Discover/Empathize 

This chapter focuses on the research phase of service design. It emphasizes the importance of 
collecting and analyzing data to gain insights into customer behaviors, needs, and expectations. 
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The chapter highlights various research methods, such as surveys, interviews, and observations, 
that can be used to gather qualitative and quantitative data. 

Additionally, the chapter discusses the concept of empathy and its role in service design. It 
explains how designers need to put themselves in the shoes of the customers to truly understand 
their feelings and experiences. By empathizing with the customers, designers can identify pain 
points and uncover opportunities for innovation. 

Define 

The third chapter delves into the analysis of research data to define the problem and identify 
opportunities for service innovation. It highlights the importance of synthesizing the data 
collected in the empathize phase to identify patterns and trends. 

The chapter explains how designers can use various tools, such as affinity diagrams and customer 
experience maps, to make sense of the research findings. It also emphasizes the importance of 
involving key stakeholders in the analysis process to ensure a collaborative approach to problem-
solving. 

Develop/Ideate 

In this chapter, the focus is on generating ideas and concepts for service innovation. The chapter 
discusses brainstorming techniques and ideation methods that can be used to encourage creativity 
and generate a wide range of ideas. 

Furthermore, the chapter emphasizes the importance of interdisciplinary collaboration in the 
ideation process. It explains how involving stakeholders from different backgrounds and 
perspectives can result in more diverse and innovative ideas. 

Deliver/Prototype & Test 

The final chapter focuses on prototyping and testing the ideas generated in the ideate phase. The 
chapter discusses various prototyping methods, such as storyboarding, role-playing, and creating 
physical or digital mock-ups. 

Moreover, the chapter emphasizes the importance of testing the prototypes with real customers to 
gather feedback and refine the design. It explains how designers can use techniques like user 
testing and A/B testing to evaluate the effectiveness and feasibility of their ideas. 

Overall, each chapter of the "Service Design Innovation" course provides a comprehensive 
overview of the different stages involved in the service design process, highlighting the 
methodologies and tools used in each phase. By following this structured approach, designers can 
create innovative and customer-centric services that meet the ever-evolving needs of their 
customers. 
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