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Introduction

Touchpoint — Service Design in Global Context is organized and edited by
international Service Design Network (SDN Beijing), with Guosheng Wang as the chief
editor. SDN president Mager Brigit and the chief editor of Touchpoint will serve as
the co-editors. This special issue will be released at the WIDC (World Industrial Design
Conference) which is to be held in Hangzhou in December, 2016. The releasing of this
publication is invited by China Industrial Design Association.

27 articles in service design sector from home and abroad included in the special
issue, among which 20 profound articles are selected from Touchpoint. Launched by
Service Design Network (SDN) in 2009, Touchpoint is the world’s first ever service
design journal.
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Preface

More than two hundred years ago, the Industrial Revolution which started in
Great Britain brought about continuous progress in the manufacturing technology.
The commercialization and mass production in America promoted the development
of corporate management, which became the driving force to push forward the global
development of productivity and economy. Bauhaus became the representative of the
“modern” design idea. In the late 1900s, the new technologies, represented by computers
and the Internet technology, started to rise in America. The new economy featuring in
knowledge innovation and industrial service transformation had a significant impact
on modern design. In the process of global economic development, the innovation
of socialization greatly promoted the prosperity of design culture. The new industrial
mainstream paradigm of item processing replaced by knowledge and manufacturing
replaced by service has become clearer, which accelerated the formation of network
society. The design would have a paradigm shift following the mainstream.

With the development of IT and the emergence of information interactive design,
the experience economy and design made a rapid development. The modern design
highlighted that customers’ goals are the goals of enterprises and organizations. For this,
there is this “Design is business™ which is popular among American business schools,
which clearly embodied the position of design and innovation in modern business and
society. Benefit, Experience and Efficiency jointly constituted the three major indicators
that are used to describe the design objectives, which formed the concept of service

design.

Service design embodies a strong sense of process experience, which makes
many people view experience design and interactive design as service design. This is
an incomplete understanding of service design. It is quite difficult to clearly describe
service design with one sentence. It is an integrated system or we could say it a
model (i.e. Service model). Service designers usually describe service system with the
following terms: Stakeholders Value System, Customer Experience Journey, Service
System Map, Service Blueprint, Service touch-points. The realization of service model
requires an effective organization, which specifically embodied as the Business Model
of organization. The business model is based on the service model which is the way to
implement service strategy. Therefore, service design is the only and necessary way from

service model innovation to business model innovation.



The value of service is realized by the joint creation of the enterprise or the
organization and the customer. As a result, we could understand service design as
designing an organizational function. Therefore, it is inevitable to design a service with
in-depth service principles provided by a subject (an organization or an enterprise). If
we take an organization and an enterprise as products with specific “functions”, we
can consider such understanding as conformed to the classic designing principle of
“form follows function”. In another word, it is “organization follows service”. It is not
difficult to understand the connotation of “Design is Business”. Therefore, Organization
innovation and Business design naturally becomes today’s hot topics concerning the
discussion on global management theories and practice. Service model and business
model constitute the corporate strategy. We can also say that the two elements form
the relationship of target and means. In order to accomplish a complete corporate
strategic planning, strategic plan, the interdisciplinary work of design and management

knowledge is necessary.

Service design is the exploration and development in design field that is based on
new technology and new economy. China’s service economy in 2015 surpassed 50% of
GDP scale, demonstrating that China’s design revolution is unveiling. On the occasion
of the flourishing of global service design, the Chinese Edition of Touchpoint comes out
at the appropriate time. This book includes articles and case studies of the service design
theories and practices in the world for the past 10 years of SDN, covering the designing
ideas, methods and cases of service design in the domains of business and public services
in order to provide readers who are concerned about service design and innovation an

international version on service design knowledge.

Wang Guosheng
In Academy of Arts & Design, Tsinghua University
2016-11-2



RERFBITELE—MHYERNER, CCRAEHATEARE TERER. RSE
RSB ABSET 15 ERNEEMER, MELLN 6 £8, eEEE, ®AFLAE
ASEMRE T Z2ANA. PEREEHE T —1MLAMNTHERM, 2006 £6 B, E EE M
BEET, REE2 57 ERYIZEHT 2 KK & 811 )x (Global Service Design
Innovation forum) , HAREHERZ H] TI& T, wHll A LA AR S5 b RBI . tEdh, 16
PR, BB 5518 T B T g X e B SR R — R AT, X B — AN ERINAE B, BE TP E A
MRS ESREY, REGITEHSFAUERS LR, FEEERIET, BRFTL
HEEB TR AR 55 /K S 75 TR HE B I RRAR MR .

A E 4 X EH EH “Touchpoint” , “Touchpoint” g SDN (Service Design
Network, EFRARFSIEHTERE) HAR, 2 —AR ST SSNER S LAY, QIHESES
J\E, SDN QI# F 2004 £, E2— BN TEL B R FR S & EREHS, R
XABHEBHBIEEZRSEHPINE —RFEETL—RSH M IREIRA M T #X
N, BRTEd R, LA EEERKE SDN NaE, Bd&ME S RARE. NAEE
RIS ES, SRS NS AR, RO RTNEERS IR, SDN AF2HKRNR
FigitE Rl E £ 5,

I AR, FHIRSS IR TR E 2 B BB

774 - % H I i
Touchpoint F%i
EPFRSEITKEEHESRS



Preface

While still a relatively young discipline, service design is making waves all around the
world. Its practice began in the UK and Western Europe around fifteen years ago. In the
last five years, it has earned widespread recognition in the USA, Australia and Brazil.
China is certainly its next exciting frontier. In May 2016, at the invitation of Prof. Wang,
I was welcomed to speak at the Global Service Design Innovation forum in Shenzhen.
The interest in service design by both designers and businesspeople was excellent to
see. In addition, the recognition that service design is earning in China amongst well-
established disciplines such as industrial design must be a positive sign. As the Chinese
economy transitions into a service-led economy, service design stands ready to improve

not only businesses, but healthcare, government and the public sector.

A selection of articles in this publication come from Touchpoint, the journal of
service design. Touchpoint is already in its eighth year of publication, and is produced
by the Service Design Network (SDN). The SDN was established in 2004, and 1s a
global organization dedicated to supporting service design. If this publication convinces
you of the value of service design - and I hope it does! - I would encourage you to
learn more about the field. Local groups of service designers affiliated with the SDN
("Chapters") exist in Beijing, Shanghai and Taiwan. The SDN supports the global
community through active social media channels, a content-rich website, global and
local conferences, a case studies archive and an annual Service Design Award. Here's to

the continued growth and success of service design in China!

Jesse Grimes
Touchpoint Editor-in-Chief
Management Board, Service Design Network
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