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https://servicedesignweek.iqpc.com/

HOLISTIC SERVICE DESIGN
REIMAGINED.

Our inaugural Service Design Week was proud to
gather the service design community, from
newbies to experienced practitioners, diving deep
into what service design can mean for customer
management. Edgy content from practitioner case
studies to thought leader keynotes to intimate
working groups exposed the audience to the
uniqgue mindset that service designers employ.

Our Service Design for Impact session provided an
interactive opportunity to address a real-world
issue and practice the principles of Service
Design. Interactive Discussion Groups focused on
the flavors of service design offered attendees a
taste of the many unique aspects required for a
truly holistic approach. To close the event, we
toured both Fidelity Labs and JLABS to learn more
about design and innovation in the leading service
industries of financial services and healthcare.

As we embark in 2018, we look forward to
reconvening this community to continue the
service design conversation. Until then, enjoy this
report, key takeaways from your fellow attendees,
and the fantastic work of our graphic artist.

Best,

The Setvice @egj%@wmé%m

Human-Centered
Design emerging as
the industry standard.
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FAVORITE
TAKEAWA

We anonymously surveyed the audience
for their thoughts and takeaways throughout
the week:
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SPECIAL THANKS
TO OUR HOST:

I3
’ Luke Wallrich

Operations and
Event Manager

LabCentral
- //

LabCentral is the premier laboratory facility for next-generation powerhouse biotech startups, located in
Cambridge. The facility is the product of a collaborative partnership with JLABS, Johnson & Johnson’s
innovation arm. During this tour, Service Design Week attendees had the opportunity to experience the
newly expanded space and scope of Lab Central and engage with both Lab Central and JLABS leaders,
hearing about the innovation models of both, including their unique, collaborative partnership. The lab
facilities house some of the most cutting edge spaces for biotech and healthcare startups, providing a
platform to design the future of healthcare as a service.



EVENT PARTNERS

Special thanks to this year’s event partners and networks. Our partners are integral to the development and execution of Service Design
Week, supporting the strategic positioning and are true experts within the CX & Design Community.
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https://servicedesignweek.iqpc.com/sponsors

MEDIA PARTNERS

Special thanks to this year’s event partners and networks. Our partners
are integral to the development and execution of Service Design Week,

supporting the strategic positioning and are true experts within the CX
& Design Community.

IXDA  ¢kuxpa DT:DC

NEW YORK CITY -l. international Design Thinking DC
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Practical Service Design

CCW &ties  UlSanDiego  BGHICTIS

DIGITAL The Design Lab

PHILANTHROPIC PARTNER

Healthy lives. Measurable results.
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SERVICE DESIGN FOR IMPAC

Population Services International kicked off Main Conference Day 2 with a business approach t6 saving lives by addressing HIV/AIDS, malaria, sanitation
and access to contraception in the developing world. Attendees participated in a “Design dod” challenge hosted by our philanthropic partner, as the
attendees innovated and brought new ideas around some of PSI’s biggest challenges. / \
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“Prototyping at its BEST

"


https://www.psi.org/

SERVICE DESIGN FOR IMPACT.
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To learn more about Population Services International or to get involved, please visit psi.org. PSiI
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Special thanks to Tamra Carhart for graphic recording the SDW Main Day Keynotes.

C& GRAPHIC RECORDING
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Special thanks to Tamra Carhart for graphic recording the SDW Main Day Keynotes
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Special thanks to Tamra Carhart for graphic recording the SDW Main Day Keynotes.
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Special thanks to Tamra Carhart for graphic recording the SDW Main Day Keynotes.

CS GRAPHIC RECORDING

OFGANIZATIONAL ACTIVATION FANEL

AMANDA CHAVEZ TrACEY VARNELL DAVID WEISSBURG  MARCUS GRUPP DA\/P!ID EGATzclA
OPEPATOR-
METRICS & - s WHATS THECoT
o ACDMSULTANﬂ:q IS NDT vsing
: TOUG SERVICE DESIGN?
. PoRTFOLIO ¥ J,
APPROACH HAEDTID TEACK SHOW TEAMS

< wHAT masn'T X
HELP witd BUY-IN FIND TEALH)Nq [[l x WORKED
MDMENTS ¢ a8 i
Ge1 Peore |y SELL|THEM _ _‘TEA:;)SE ?
g THE / ' - STRUGGLE To
DRY | RETAIN
TALEMT

To EXPERIENCE ~ _ INForMs
DESIGN —=r DES!aNEﬂs CAN Hewp)
PROCESS  Auan = <~ EXHAUSTING
POUND
CIENEPATIqu coMMon | Goa TEYING To MAINTAIN WHAT ABovT B2g>
L ALIGNMENT G0 DIPECTLY To PEOFLE
USING PEOPUCT & SHow
§HA2'N4 INEFFICIENCIES!

PAS210N Fo ot el
For ALL STALEHOLDERS: % : alNTANGIBLE%QJ)
2 METRICS

<A ;i
‘\‘\ / '
#<pWEEK1T C [IIZUAN @E CARHARTCREATIVE.COM

16


http://tamracarhart.com/

Service design almost always There isn't a "correct" service Though the purpose of
starts as a ground breaking design approach or service design employing service design
approach at the project level. team. The framework of service may be improve customer
These small wins will help the design provides structured experience, it's holistic
methodology to get noticed by flexibility to meet the needs of any nature must permeate all
leadership. service experience, whether it be silos of your organization
granular or holistic in nature. for maximum impact.

Service design requires effective You don't see a lot of "Service
collaboration across the Design" titles, but that doesn't mean
organization, impactful scalability you aren't involved in the process.
to rally that collaboration, and Effective service design teams
flexibility in terms of tools often include design strategists, HCD
enterprise-wide. facilitators, creative technologists,
design researchers and other
business partners in order to
encompass the holistic scope
of the approach.
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q See you in October!
4 SERVICE
DESIGN
WEEK
October 15-18, 2018 | Boston, MA | servicedesignweekusa.com
Optimizing Customer Experience through Holistic Service Design

AGENDA REGISTER EMAIL US

Interested in attending for free? Buy one pass, get one free! Expires July 13, 2018. Email us.

Interested in becoming a 2018 Event Partner? Email SPEX@igpc.com for more info.

CUSTOMER
MANAGEMENT
PRACTICE
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