SOME TYPICAL QUESTIONS AND ANSWERS ABOUT SERVICE DESIGN MANAGEMENT

     1.  What is service design?
Total design is a multidisciplinary iterative process that takes an idea and/or market need forward into a product or service.  Design ends with disposal.  Service design is like product design except for the following differences that must be considered when designing:

a. Services cannot be stored and as demand can change by the hour this make the design of an effective service provision more difficult.

b. It is often more difficult to transport services although this is changing with some due to electronic communication.

c. The measures of quality tend to be qualitative rather than quantitative which makes judgement of service quality more difficult.

d. Production and consumption of services tends to occur together – people are part of the service.

e. Services tend to be intangible – you can’t touch a legal service.
 Many compete in design today.  Certainly in the service sector in the UK there has been an     explosion of interest since about 2003.  There is more choice than ever before for products and services and choice means competition.  The most successful companies are those that use design to provide their potential customers with greater benefits in their product and service offerings.
2. What are the basic benefits for a business leader who use service design?
The thing about good service design is that it is not very difficult to understand or implement and the advantages of doing it are easy to demonstrate. One of the main problems is that people do not realize that they are designing when they try to introduce something new.  When they get over that hurdle the benefits then accrue.
3. Is it right to say that design is part of organizational strategy? 

Design and strategy must go hand-in-hand.  The organizational strategy points the direction in which the company wishes to go.  Design of new and improved products and services is the way it gets there.  So Strategy must come slightly ahead of design.

4. Service design can be both tangible and intangible. Can you name some examples of both? Which in your opinion is more effective and why? Maybe they both are equal?

Services are intangible by definition.  What is obvious is that some services ride on the back of products – you can’t sell cars without having the cars to sell.  Increasingly, products ride on the back of services – In the UK pizzas are successful because they are delivered to your home and most are purchased this way.  It is the delivery service that makes them successful.  
It is an area where there is a lot of overlap
5. How could service design increase satisfaction of the clients and effectiveness of the company?

Effective companies result from satisfying customers.

6. Are there some characteristic mistakes made when making service design?

The most obvious are not looking at the market and not writing full specifications.  These are activities that occur at the low cost, front end of the design process and failure to do these stages is the main reason for product and service failure.  Too many people in companies think ‘that’s a good idea’ and just do it - missing out on these important early stages.

7. What are the latest fashions in service design?

There is no ‘latest fads’ in service design.  It is just that more people in the service sector have realized that going through a design process is a more effective, quicker and cheaper route to success. Those that are not designing their new services in a logical way are falling behind the competition.
See some successful service designs on the Design Council website  and these have been a success for different reasons – take a look at: 

     www.designcouncil.org.uk/en/About-Design/Design-Disciplines/Service-design-by-Bill-Hollins
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