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Objective of the presentation

In my presentation | will present the digital
Service design as a design process to match the
user motivation and business goals




The major megatrends In
business development

Technological innovation: how will technology
developments continue to drive change for
businesses and consumers and how will the next
wave of digital technology takes this even further.

Ernst&Young i Global megatrends 2009
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The major social trends

Conscious consumers vote with their
pocketbooks. They also look for spiritual values
and they want more than just a product -
experience that confirm their value driven actions.
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Social networks consist of people who are

connected by a shared object (=intrest).

JyriE n g e s tGodglm/ Jaiku

5 E 2009 Tieto Corporation 2009-04-27



DIGITAL NATIVES VS. DIGITAL IMMIGRANTS

Change from 1stto 2"d generation

Driving force = Driving force =
Digital Immigrants Digital Natives

1st 2nd

Generation ’ Generation

Digital

Dig_ital
Services.

Services.

A Self-service . Business & Social service mix
A Transactions . Superior service experience
A Automation . Industrial service production
A Channel silos . Digital consumption
A Access to information . Real-time, multichannel

& services

. Collaboration, participation
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DIGITAL NATIVES VS. DIGITAL IMMIGRANTS

Users expectations have changed

EMPLOYEE OF A\

COMPANY

Makes an order for new phone
herself on intranet

Sends a ticket for the IT support of
her laptops problems

Search information about the
products that her company is
purhaishing

Reads CEOES blog about the new
organisation

Search old RFOES from company
intranet for the basis of

/

EXPECTATIONS TOWARDS ALL
SERVICES ARE THE SAME :

PERSONAL SERVICE
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/AS A PRIVATE PERSON

Read blogs about travelling on Google
Reader

Post my Status on Twitter /
Facebook microblog

Search for a new appartment online
Books airline tickets for the weekend in Paris

Download an illegal copy of a movie
(that is not yet released)

Log in to a streaming radio station

Reads colleagues blog who is applying
to EU parlament

Watch a YouTube instruction video of iPhone

®




nlf you want to ma
you have to raise lowest common

denominator . O
gSteveJobbs




To Do To

Goal setting

Recognize the business objectives

Gain a understanding of the users motivation towards the service + product +
company

Service concept = business concept

Enhance and create the common nominating factors between user and the business
goals

Find the service situations

Flexible (Agile) design and implementation

Create design solutions that support these
Test these in practice (piloting) in small scale
Implement these

Remember! The service design is a wicked problem solving not ready at hand!
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Business goals

Cust omer o(BXgpalsa | s

Internal goals (leadership, learning, governance)
Technical goals (performance, availability)

hwn e

A The goal is not enough clear if it cannot be metered
from all needed angles

A Focus only few goals that can be influenced
(Key Performance Indicators)

A Commit stakeholders possibilities for service metering
with business driven governance model

e.g. web focused Balanced Score Card
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A Understanding about UX is often too average and corporate
perspective?

A The knowledge of the users cannot be only connected to actual use
situations

Aln order to fix t haédprdblersseveneeddont per
understand the current problems

f 4 ’
dude, Ly summon
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Gaining the USER understanding

A Expectation
A What do they expect from your company?

Service situations
What situations they encounter your company?
What to the need to perform?

Motivation
Why would they use your service?

Benefits
How your company will benefit from these?

o Do o o I» I To

12 E 2009 Tieto Corporation 2009-04-27



Hit based web statistics
How many drops off from the self service?

A does not give overall view
A difficult to understand

Technical performance
What are our response times?

A Lacks the user and business point of view

Capturing and analyzing the

user sessions

comprehensively
What the unique users did in

the service e i

A Challenging to monitor
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A Monumentary and expensive

Meeting the user
What does our users think of our service?

Contextual studies and participatory interviews

User touch point analysis

Expert evaluation (usability and user experieni)
Y

Usability testing
Rapid iteration loop with user interface p N S \

Web questionnaires\

Quantitative analysis of the user requ'ire ents




By engaging the users (customers)
as a part of the service concept

Create common business interest

Engage the users as a part of your service idea
Use traditional user research tools in design
Survey your service also from User perspective

at | east Jone of t hese
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tYPeTE®@s m K'DS' Login

JOIN NOW!

@ Items in your cart!
tp\‘\ﬁnaﬂw Guys » Girls + Participate » [nfo - ! 0

NudﬂNoMmE ATUS | SERV HELP

Artist Programs

Threadless works with artists

Get paid like these two...
around the world to produce

Aled's been paid $56,200 Kneil started submitting in
1 1 I from Threadless for his August '07 and has already
il il tee Shlrt dES 1gns designs since he started been paid $41,700 from

submitting in 2006. He has  Threadless for his 11 printed
had 20 designs printed and  designs and 2008 People's
has won 3 Bestees! Choice Bestee Award!!

"Threadless made me an Internet "I may have a dual personality - artist
celebrity!” and designer on most occasion”

Aled Lewis : Kneil Melicano
United Kingdom Fhilippines

Click here to submit a tee shirt
design for a chance at getting paid

$25,000+

Learning the ropes...

Threadless 101

Design, critique and vote on t-shirts in the

Once you've been printed...

The Alumni Club honors
& supports artists whose
designs go to print

Earn another $22,500
during our monthly and
yearly Bestee Awards!!

=

DG?!aIJ' CI.]L]dHG ‘E!Uq AOL6 O L-?}JIL{? 18] L}JG

regLuIvd fpye Lobea:
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gethuman customer service phone numbers, shortcuts, contact info and tips for better support worldwide

home customer service phone numbers

Read the latest customer service news

T-Mobile Clean Up Your Mess

23 hrs ago

Hitting Them On All Fronts - Cus... 2 days ago

Comcast: Show Up or Pay Up!

2 days ago

email support help pages

more »

live chat ratings tips iphone blog more »

all us uk can aus countries »

Read company reviews from customers more s e wGoogIe

"unhelpful, almost deliberate...” for Time Warner Cabl... 10 hrs ago

i'm holding still.....I'm re..." for Verizon Repair

"Prompt accurate service”

for Wall Street Jour...

»Start typing any company name “

14 hrs ago
21 hrs ago

or all companies Ato & »

Need a Computer

Repair
CRM, Service and

Billing Software?

Download Now!
www.CommitCRM.com

Customer Support

Showing 40 of 1,328 companies phone number steps to get a live person avg wait user rating Software
ATE&T 800-288-2747 Press O at each prompt, ignoring messa... more » 20.8 min Average Web Based, .NET 2.0,
— - ' — MS SQL Full Featured,
Bank of America 877-231-9372 Keep dialing 0 at the prompts, and the... more » 3.5 min Good Free trial, $800
DirecTV 800-824-9081 Dont press or say anything. more » 13.3 min Average wrw. HelpConnection. NET
Comcast 800-266-2278 Press *# at each prompt, ignoring mess... more » 10.5 min Good g:l::ll‘nrce Support
Verizon Wireless B00-922-0204 Press # at prompt, then press 0 more » 8.3 min Good Customer Support,
Time Warner Cable B00-892-2253 Prass 2 for English, then press 2 agai... more » 31.2 min Poor Order Management
. ) i . Integrates with
Metro PCS 888-863-8768 Dont press or say anything, ignoring m... more » 8.2 min Average Salesforce
Facebook B50-543-4800 Email only tech support. O gets to cor... more » tell us Haorrible www.sesamesoftware.com
T-Maobile 800-937-8997 say representative more » 1.0 min Average G-CSF Biorisk-Free
Alltel Wireless 800-255-8351 Press 0 once after each prompt. There ... more » 33.1 min Haorrible Serum-free,
— Endotoxin-free
Equifax 866-640-2273 At prompt, press 1; then press 5, then... more » 12.2 min Awerage ISOkine Growth
T _ a : : ™ : Factors & Cytokines
Delta Airlines 800-221-1212 Press 0 at each prompt, ignoring messa... more 259 min Average www.orfgenetics.com
Verizon FiOS 888-553-1555 Press O at each prompt, ignoring messa... more » 24.0 min  Poor Zorbb Zorbs
Dell Tech Support 800-624-9896 Press 3, say agent at each additional ... more » 26.6 min  Average 800-363-2870
Amazon.com BO0D-201-7575 Dont press or say anything. mare » 1.1 min Excellent Giga Ball Human
j . ] Hamster Ball Aqua
Capital One 800-707-0489 Direct to agent more » 13.4 min Poor Sphere Gladiator Ball
Charter Communications B866-472-2200 Do not press any buttons. Repeatedly p... more = 5.0 min Average MegaBall
www.complexplastics.com
Chase Home Finance B800-848-9136 At the prompt, press 4; then press 1; ... more » 31.7 min Poor
CH926 HOWG LIUTUCE 800-8¢8-9713° V¢ fp6 browby’ biez2 ¢! [y6u bie22 T: " L 3T\ WIL I
CPILI6L CoOWmnuicIfion? 20¢ DO wor bre22 JUA pngrou2 KebegreqA b Weadsp9||
C Il OUG DIL6CE fO 9d6us ebpeLe claqisroL g8y
) b 2f6L p9|| ydns
pDoug bLe22 oL 29A JUALpILG c1ds go|| Hnuau
bt622 3! 29A 9dewf 9f 69CP IqqQifIOUT IR373ENC
g ein ety hiowihe SOLDZ
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e _ ) Customer challenge
Bk A New MNVO for under 24 year customers
5| A Blyk offers free texts and minutes in

e N exchange for targeted brand

j - s advertisements

qu A To use Blykos website &
afs end users to 6joind the

Top up £5, 884 &* o members

A To keep self service ratio very high during the

member 6s | i fecycl e
Ly gt Yol B flickr o

SOLUTION AND RESULTS
p A Building customer experience from invite to SIM to use

Situation responsive and customer data intensive
customer and community services

A
A Creating a dynamic customer experience using CRM and
A
A

Find your nearest top-up location with the
new Store Locator

real time operator information

Using open and direct community communications
(invites, f or ums, wi ki 6.5 @an

Design the digital brand from very beginning

eto Corporation




CUSTOMER CASES

Blyk

new mobile network for 167 24s

By® | EERR J

Blog

- o
o8
3

Topup £5, get extra £5
Top up noW!

B R "[_ “'4

Free mobile telephone plar =4
Im‘bu"w'::v:y::mm mop ,._: W
| bt
£or Blyk members W'”m i (s 0805 |
- e 00 25
\ m crecriou AR e en B
| « | Blyk is also here
L |
(
|

You flickr  cummmm

C’(‘aé‘ Ty 2 ol mage, 3!«:1; =

—

] ’
: :.. ril] ) - i~

| — |

- 929 - B
i -~ -
‘ N .
¥
-~

I

Find a place to top-up

] nnne

Find your nearest top-up location with the
new Store Locator

—

FIRST LAYOUTS

LAUNCHED VERSION

Developing the new digital brand image ®
(4
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VARMA

Challenges
A Make insurance payments and processes understandable :

Anna nim - vakuutetaan TyEL-vakuulukse!la

A Visualize processes and payment relations
A Combine data from multiple sources |

Yrittijin Vuosipalkka

Yritt " i
j o vakuts Arvig vanhuuse!akkeesté

Sairauspaivirahy
43 €/arkipaiys

Vanhempainraa

Solution
A Several Flash apps
A Visual data interaction with immediate and accurate Calculations, o -

ioissa haluaisit kehittaa osaami

Rittiak osaamise:
Tyoyhteiss.  Osaaminen tysh
0 Mitey it jatkuvasta kehittymisesta ja uudistumisest
amy tybs
7"60, Mit: oisit jakaa tyépaikallasi ja millé tavalla?
Results - o || omis
+ Erittain prd
Elsméntilanne

A Not released yet, first one out 06/2009
A A very happy client
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CUSTOMER CASES

Case Varma

delakemaksuihin sule g‘u Vuosiimoitajan kalenteri
Laske erakuukausien vaikutus tyoelakemaks |

» Néyta kuukausi-iimoittajan kalenteri
Ingressi teksti Larem Ipsum dalor sit amet, consey
ad minim veniam, quis no

Sulje 9

enim

B rtykse
D Tyontekijoiden TyEL-vakuutus

ctetur adipisicing elit, sed do eiusmod tempor incididunt ut labore et dolore magna aliqua, Ut
strud exercitation ullameo laboris nisi ut aliquip ex ea commodo consequat.

rttaje? | Kyl ”: 7]
n Oletko uusi yritt3)a? | Ky!
18500 a ta

@ Yrittajan YEL-vakuutus Tybtulo

3 poll
Tiatamola et ks
st bkt

erik
Jeicempien erd
Voit vertailia yiese Pt

kuukausia
apioss em‘ ista palkkia.
Yt:;;malla ensimmaista P
‘;.lisa'ks vait valita a\t; .
erakuukausien maaran.

¢

Jould
a Marmas

e Lok
Bo Sy

| Edelling, Vuog
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