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Service Design is
het regisseren van
diensten en




Van binnen naar buiten

Identificeer
operationele
doelstellingen

l

Ontwikkel
de ervaring

Aanpassen aan

de mens

Een deductieve benadering creéert
omwegen in het bedienen van de klant
en/of werknemer

Van buiten naar binnen

|

Ontwerp
de ervaring

|

Bouw operationele
systemen

Een inductieve benadering zorgt voor
ervaringen ontworpen vanuit de klant
en/of werknemer



Organisaties helpen met de adoptie Ontwerpen van producten en servic
‘van innovatiemethodiek en technologie vanuit de mens \

>
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Consultant Ontwerper

W
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Complexe Verschillende Grote Snelheid van Onbekend terrein
context disciplines organisaties innoveren exploreren




Ik wil begrijpen

wat deze Ik wil een Ik wil een
technologie voor nieuwe bestaande
mijn organisatie doelgroep service
kan betekenen. aanspreken. verbeteren.

Ik wil mijn organisatie meer mens
centraal maken.



Houd het
klein

Focus op de belangrijkste antwoorden die
je nodig hebt voor de volgende stap




CO

Ontdekken van Ontwerpen van een Testen van prototype Door-ontwikkelen en
nieuwe kansen voor service/propositie of of pilot in de markt opschalen van de
toekomstige groei onderneming service/propositie
VERTROUWEN VERTROUWEN VERTROUWEN VERTROUWEN
] . N | I |
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9 Find My Bag View Map

Your baggage is ready k¢

Go to Belt

Your bag will be on the belt until 12:30, after which it will
offloaded and placed next the belt

10f2
Caroline's Large Bag

Stroller
A) You will find your stroller in the

Oversized baggage area next to Belt 7.

> BRUSSELS AIRPORT

Welcome back to Brussels, Caroline.
We hope you had a great time in Spain! Baggage will be in
Baggage Reclaim on Belt 7 in about 25-30 minutes.

N
Press Home to open

Place Bag




Onze innovatiereis met Brussels Airport & AWS

Working
backwards

13 days

Gather insights
Conceptualize ideas
Design proposition
Assess feasibility

13 days

Prioritize
hypotheses
|dentify KPIs
Create pilot plan

40 days

Build bTag

Run Pilot

Gather insights
Evaluate proposition
Detail business
rationale

Stag
Jan - A
Oktober v
2019
Oktober
2019
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Neem je
ruimte

Maak wat je doet zichtbaar voor de
organisatie
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Geef mensen
eigenaarschap

|deeén zijn van iedereen, het moeilijkste is
de executie




Joris “If people don’t report their
STA¥F, Gsc problems, we can’t help them!”

> Sarah “I want to learn and grow

CONSULTANT, STRATEGY & OPERATION quicklv, and _qrab every

Tasks

Vincent “My main goal is to keep the
PARTNER, TAX Deloitte machine running and

. Understand context of rep|

. Align with responsible tear
fix the problem

. Solve some problems him
*  Beonthe lookout for care(

*  Learn and find new tools i
approval to use them

Dave “If the tools do not work, you
DIRECTOR, TECHNOLOGY have to know the people.”

. Chent work delivery
. Browse through Yammer,
recurring problems ) Help out with proposals

. Find the best practices of [

. Declare her expenses (SAP

. Write her time allocation in Tasks
. — s id e N | udy “I want to ensure our team
fop journey priori epy » .
«  Booking rooms ¢ PrappingREP SENIOR MANAGER, AUDIT REGION WoOrks withun requlations an
Bock ks with qulati d
* Do {mandatory) learnings +  Checking the status of the

. A lot of meetings: CFO sery

+  Bringing in new staff mem| Tasks . o 2
e — o sAPhousanddecaraton| o Hans I want streamlined processes to
op, Y «  Stimulating growth of em . . . .
A " SENIOR STAFF, CORE AUDIT best aid in client and reporting

. Maintain relationships with
. Preserve quality and minin

. Build a strong client-facing|
. Setting strategic direction
. Find Deloitte employees fo
. Authentic leadership

) Manage team during chien
. Taking care of the vitaiity o

. Collect relevant knowledge

y . R team’s kin EM!
Top journcy priorities +  Stay up-to-date on industry w— workin EMY
. Checking hours versus cliel
monitor work in progress

Emma. “We know the cheats; colleagues
EXECUTIVE ASSISTANT who can’t figure out how to work
with certain tools, come to us!”

. Publish articles

*  Gouing reports on SAP +  Ensure Audit and Consultir ¥
the same chent (DESC) i i

36 years old, 2 kids (3 Amstelveen

. Find information on Techn| Tasks

1 outiook, Skype. WhatsApp, Axxerion, SAP, BCD,

*  Become well versed in vari Compass

Top journey priorities +  Audit administration ani
: Laanning and saff devalopy . Client documentation ar|
¢ Assess talent and do job in| regulations She has worked at Deloitte for 6 years and assists 11 people. She aspires to be a team lead in the next 5 years. She wants more work life balance.
Her hobbies are: spending time with kids and friends, swimming and cooking,

. Find information on Tec!

. Using EMS to communi¢ .

*  Dedare costs and write P Tagks Pains Salng
Top journcy priorities +  Booking rooms +  Booking rooms and parking spaces for senior managers +  Some digital tools make her work more difficult instead of «  Better usability of digital tools and less steps in processes
and up easier and are not intultive or user-friendly
+  Learning and self develd *  Remotely see what rooms look like and real time use
. Manage agendas for senior managers and up . The room and faciitation system is not flexible enough information
. Planning the entire prog
. Book travels for senior managers and up . There are limited relevant learnings available . Have a longer career/development plan
. Coaching/guiding staff 3
. Declare expenses of various employees of Deloitte . Mandatory learnings for the entire firm can be difficult . Having a stronger team cohesion, the increasing amount
- Communicate with various employees of Deloitte . Information is often not up-to-date (e.g. room avallability, of personnel asks for more teamwork
Top journcey priorities *  Keep up a good service for the people she is supporting flights) : ‘God mode™ authorization for the whole EA team
¢ There s an overload of automatically generated e-mails *  Full digital expense claims

. Write her own working hours
o Prerkie b At & aran (espacislly from 8CD trava) *  Easily accessible information to make fast decisions
L i B ok +  Some people use their seniority as a way of getting

priority over, for example, rooms. . Get trained in newly implemented tools (e.g. Compass)

. A work phone

Top journey priorities L. Travelling 2. Workspace 3. Expense Claims
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Prioritized focus journey:

(1) high impact potential on business

(2) high inBluence of IT&WS

{3) most potential foe fast implementation of ideas

j \ 2
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:Fm.
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0 oAy suppart
T toraurnng soarches . oM
CFM sasim™
* NON- D RSOM Y SO0 OV
. “I understand the purpose of chard paccsbaens
&  STAFFIT,butitsucks!” “
2 “We spend too much time behind our It’s too much of a h"“}f to
3 » oA : a0 A = e
ppmmenimsemeor Nt el shestinc i oue e ; S ———
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of the tme oS even Use the Digal tocks Deloke offers them for FUN FACT: For GSC employees. YaTumes 50605 10 Be 3 2000 500 10 research
Krowledge sharing OUPFE rodiens:
Easily find knowledge and experts Improving the connection between support ;
Finding the right knowledge should be much easier. A good search practitioners
function might be & quick win: aliowing people to easly and quickly fnd We need to get bester insight on what pracotoners truly need in |
best practices, and the experts who worked on thermn, daily work. Delotie reeds 10 incrasse the Ieracion between ths

IUPPOTT rganrration and the business by lowering the thresheld
repoet smal prodiems and By invelving practitioners mere In sug
NeW 1O ANt ways 20 work, In a3Sticn, Delotte cole make sap
more data driven, by categorizing data of incidents from a user

perspective and use this data to make senvice Improvements (e
portal daca: makes no difference between offerent user function
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Bestuurders

Kernteam

[ e — i ——— — — — —— — — — —— — — ——— — | —— sy

Product owners Deloitte Digital

Creatieve,
technische en
commerciéle
vaardigheden

— i — — — — — — — — e e e e e e

Experts

() L)

I A AN 9N

Doelgroep/
eindgebruikers






Workshop 1

Opstellen eerste versie
klantreizen.

Workshop 2

Eerste analyse
klantreizen en

toevoegen datapunten.

a}

Sprint 1

Verdieping op
klantreis 1 door
middel van interviews/

observaties/ co-creatie.

Opleveren laatste
versie.

Sprint 2

Verdieping op
klantreis 2 door
middel van interviews/

observaties/ co-creatie.

Opleveren laatste
versie.

Proces input mens centrale strategie voor een
jeugdzorginstelling

>

Sprint 3

Verdieping op
klantreis 3 door
middel van interviews/
observaties/ co-creatie.
Opleveren laatste
versie.



Maak dingen
snel tastbaar

Geef mensen de gelegenheid op tastbare
ideeén, objecten en verhalen te reageren




Connected
infusion pump

O vodafone




Het ecosysteem in
kaart gebracht om :
mogelij ke waarde v ered by Vodafone & Deloitte
de ontdekken voor '

The Connected Nutrition

« @Gezin & Kind

« Zorgteamin het
ziekenhuis

« Zorgteam in de buurt

« Zorgverzekeraars

* Andere patiénten en
ervaringsdeskundigen

+ Leveranciers en
producenten van voeding

 Producenten en
leveranciers van
infuuspomp
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This Is Bob, he's a home care nurse who absol
loves his job. He Is a caring person who feels
responsible for his patients. He likes taking ti
patients but that's not really possible bacaus(
needs o see many people every day, often in
neighborhoods of the city where he lives.
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o
(=
~_—J

His app also gives him ¢
might need, for exampie if there Is a parking
o it's 2 difficult situation. In this way, he know(
can expect. In this case It's a very aggressive (
the garden. On his way there he passes a but|
has found a distraction for the dog!

. jﬁ_

The dietician, Ellen, can monitor Billy's compliance to
his nutrition regiment remotely from her office com-
putes. On the dashboard, she can also see recurring
probiems ke tube dislodgement.

She sees Billy is having trouble getting prescribed
nutrition every day. She has an appointment set in a
month with the famiy, but decides to bring it forward.

The nutrition distributor gets this

prescription
directly arranges the pick up of the old sacks and the

delivery of the new nutrition.

and

She calls the family, explains them she has seen Billy is
having some difficulties and makes a new appoint-
ment.

\aTEQ..

& @
0 T

=

Two days later Billy has dislodged the tube again, he's

a3 very active child who has problems sitting still
during his “meals”.

During the next consultation Ellen, the responsible
oncologist and the family, decide to change Billy's
prescription, he needs a different kind of regiment.
She has discussed this earfier with the full care team
and leading oncologist, and they have agreed on
prescribing him a different formula. in this was he has
1o spend less time using the pump.

£

.3" s

Bob, who his doing his rounds and is in the neighbor-

hood gets a notification on his phone, It's a tube
dislodgement! Bifly must have been running around

againt
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Co-creatie door middel
van storyboards



MY PATIENTS
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£ Nutrition on stock

Unresolved device errors.
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How does Becky feel today?
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Nutritional intake

Last 7 days

Weight and height
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2 Device support
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Test en itereer
continu

Houd een dialoog op gang met je
doelgroep(en) en stakeholders




Vertrouwen in het idee

Proof of concept

Werkend prototype

Simulaties

Rollenspellen & demo’s

Tabletop service prototype

Paper prototypes

Concept schetsen

Beloften &
Functionaliteiten (webpagina)

In-market experimenten

Pilot

Minimum Viable Product
(MVP)

Moeite
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