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Summary (Explain me like I’m five)

Imagine Service Design is like making sure everyone has a super fun and easy time when they go to the doctor, or buy a toy, or even call for help. This story tells us that people have been trying to make things better for others for a VERY long time, even back when dinosaurs roamed (okay, not that long, but since ancient Greeks!). We learn how smart people invented tools, ideas, and even special jobs to make sure services aren’t just for rich people, but for everyone, and how it’s grown into a big, important club today that helps make the world a nicer, smoother place for everyone, from customers to the people who work there.



Fun Standup Comedy Set on the Topic

Alright, alright, settle down folks! You know Service Design? It’s like that friend who constantly reminds you, \“It’s not just about the product, it’s the experience!\” And we’ve got a history so long, we can trace it back to Plato’s Republic! Yeah, Service Design was basically invented so you could sound smart at dinner parties. \“Oh, when was Service Design invented?\” you ask. \“Well, actually, it dates back to Plato’s Republic…\” mic drop. Because nothing says cutting-edge innovation like referencing ancient Greece!

Then we had Lynn Shostack in ’82, who basically said, \“Hey marketing nerds, let’s call this ‘Service Design’!\” And now, thirty-something years later, we’re all still trying to explain to our families what exactly we do. \“No Grandma, I don’t just ‘make websites pretty,’ I optimize the end-to-end customer journey for all stakeholders!\” She just nods and asks if I’m dating anyone. It’s a never-ending service journey, I tell ya!



Most Striking Interesting Quotes


	\“Everyone designs who devises courses of action aimed at changing existing situations into preferred ones.\” — Herbert Simon (1969)

	\“I invented the term [User Experience] because I thought human interface and usability were too narrow. I wanted to cover all aspects of the person’s experience with the system including industrial design graphics, the interface, the physical interaction and the manual. Since then the term has spread widely, so much so that it is starting to lose its meaning.\” — Donald Norman (early 1990s)

	\“Small nudges can definitely be an effective tool to improve a service.\” — Daniele Catalanotto (referencing Nudge, 2008)





What does it mean for my profession (design / hacker / innovator)

As a designer, hacker, or innovator, this history underscores the deep roots of human-centered approaches. It highlights that understanding user and employee experience (phenomenology) is paramount, not just technical efficiency. Embrace multidisciplinary collaboration (Metadesign, IDEO) and qualitative research (Ethnography, Contextual Design) to uncover deep human needs. Leverage behavioral economics (Nudge, Cognitive Biases) to subtly guide behavior for better outcomes. Remember that design is a continuous, iterative process (Double Diamond, Design Squiggle) and an inherent human activity (Nigel Cross). Critically, always consider the ethical implications of your innovations (Ethics in Research) for all stakeholders, not just the end-user.



Fitting Twitter Post

🤯 Ever wonder if #ServiceDesign dates back to Plato? This ‘tiny history’ is packed with surprising origins, key figures, & how our field became a global movement! Discover the evolution of #HumanCenteredDesign. #Innovation #DesignThinking #CustomerExperience ## Service Design Magazine
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Tools, methods and practical tips for designing services. A blog about Customer Experience and Service Design.
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I wrote a tiny history of how Service Design became such an influential practice. It is a simple book you can read in about two hours, created by a is Service Design passionate but who isn’t a historian.


Read the book for free

You can read the book for free below in this article.



Buy the book to help out

Get the ebook for a few bucks. By buying a paid version of the book you help me pay the 650$ of proofreading. Thanks for the help 🙏

This book is also available in Russian as an ebook or audiobook.




N.B. Feel free to hack and improve

This is just a humble first version of a history of Service Design. I’m super happy if you have other dates that you think should be mentionned here. If it’s the case, feel free to write an answer to this Medium Article or a note to a specific section. I’ll try to take all of this knowledge for a second edition.



Dont’want to read?

You can watch my talk at the Service Design Global Conference where I summarized this books by showcasing 10 important dates in the Service Design history:


	6 dates to look smart during dinner parties

	4 dates to not look stupid while talking to service design nerds



My talk at the 2019 Service Design Global Conference in Toronto
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A tiny history of Service Design

A booklet written by Daniele Catalanotto

Thanks to Joëlle, who is an angel every day, even during holidays.



This Is No History Book

Hi there, happy to have you as a reader. I have a rule in life and for work that says: frustrate people as early as possible. This is what these first words will be about.

This tiny little booklet, that you should be able to read in less than two hours, is not a history book. The title tries to be clear about it. This is just a tiny and personal view of the history of Service Design. I’m very passionate about Service Design. The more my passion grows, the more I notice that I have the passion of the practitioner but don’t know much about the theory and history. I wasn’t able to even tell people when Service Design was invented. So, I started looking for a book on the topic but wasn’t able to find one.

To fix my frustration, I decided to create a tiny book. In a way, this booklet is here for me to look less stupid when, in the next party, someone asks me: “When was Service Design invented?” Then, I will be able to answer: “We can link it to Plato’s Republic”. I can now brag in a party. This is already a good enough reason for this tiny booklet to exist.

I say it clearly: I’m not a historian. I didn’t read three hundred books about the history of innovation. I didn’t ask four random historians of art and design to check what I’m saying here. I just browsed the web on a weekend that felt very long and built a timeline based on what some people who are smarter than me had to say. Of course, many of these dates come back repeatedly in different articles and sources. Still, don’t consider this as a well-researched history.

The scope for me here is to create a rough timeline of Service Design so that I am little less stupid about my own practice. With time, I have learned that the best way for me to remember something is to teach it. That’s why I’m writing this book — more to remember the dates of this timeline than to educate the design world.

ℹ️ Hey, by the way, if you are interested in Service Design, you might be interested in the Service Design Jobs website that lists more than 1200 service design job opportunities from more than 40 countries.



What is Service Design?

Okay, if you don’t know anything about Service Design, this book is definitely not the best place to start. I recommend that you start with the book “ This is Service Design Thinking: Basics, Tools, Cases ” by Marc Stickdorn. But you don’t need to understand everything about Service Design to have a bit of fun while reading this tiny booklet. So, what will help is a definition that can act as a reminder throughout the reading of this book. I’m going to use the definition of Sarah Gibson from the Nielsen Norman Group:

“Service design improves the experiences of both the user and employee by designing, aligning, and optimizing an organization’s operations to better support customer journeys.”

Personally I would add that Service Design improves the experiences of all the people involved in a service, not only the user and employees, but also the partners and all people who use or develop it. We usually call all these folks the stakeholders.



How This Book Works

This book is structured to be very simple. It is built to be chronological — from ancient times until today. The dates are mentioned in the titles, so you should be able to navigate this timeline pretty quickly.

Each date has a subtitle that should be self-explanatory. The text that follows comprises of just some words to make it more fun for me and provide a bit of context. To make it even simpler for the lazy ones, I have boldfaced the names of the smart people or movements that had an impact on the history of Service Design that you should know.

All you history geeks, just check the dates, their subtitles, and the names in bold. Those of you who want a bit of entertainment, feel free to read my rumblings below the titles.

You can see the direct links to the sources in the notes of each page. If you are reading this booklet as an ebook, you should be able to directly click on the link to open it in your browser.

Remember, I’m no historian, so the order of the events doesn’t mean that the elements listed before always influenced the moments that occur after. I haven’t interviewed all the people involved in this tiny history to check if they were really influenced by the past events I’m citing. Also, the number of words I spend on a topic or event does not reflect the event’s importance. In most cases, the longest sections are like that because the topic was pretty new to me, and I wanted to explore it in greater detail.
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Timeline of Service Design History


The Good Old Days: The Basis of Everything


	Around 10,000 BC: First Customer and Service

	500 BC: Ergonomics Tries to Make People’s Lives Easier

	380 BC: Plato’s Republic or the Start of Co-Creation





Before Our Time: Humans Meet the Machine


	1647: Anthropology or the Science that Deals with Humans

	1760: Industrial Revolution and the Birth of Scale

	1767: Ethnography and the Study of Populations

	Early 1800: Reach the Seller





The Modern Days: Machines and Humans


	1876: Invention of the Telephone

	1910: Taylorism or Optimizing Worker’s Tasks

	1913: Behaviorism

	1913: Phenomenology or the Science of Experience

	1920: The Rotary Dial System

	1921: Criticism of Taylorism and Workers Wellbeing

	1930: Interaction Design or Humans with Digital Tools

	1939: Rogerian Psychotherapy or a Client-Centered Approach

	1942: Rating Index for Radio

	1942: Brainstorming or Group Creativity

	1943: It’s Not a Human Error, It’s a Design Error

	1943: Mental Models in Psychology

	1945: Modulor or a Human-centered Scale System

	1947: Human Factors Engineering

	1950: Total Quality Management and Quality Circles





1960s: Multidisciplinary Design


	1960s: The Call Center

	1960–1980: The Scandinavian Approach

	1963: Metadesign and Multidisciplinary Teams

	1965: The Email

	1967: Cognitive Psychology

	1967: Toll-Free Numbers

	1969: Herbert Simon and The Sciences of the Artificial





1970s: First Bricks of Design Thinking


	1970s: The Birth of Design Thinking Principles

	1971: Anthropology in Design Practice

	Late 1970: Emergence of Interactive Voice Response

	1972: Cognitive Biases

	1972: Wicked Problems or Phenomenology in Design

	1977: Participatory Action Research

	1979: Prospect Theory





1980s: Early Days of Service Design


	1982: Nigel Cross or How Designers Think Differently

	1982: The Service Design Term Is Born

	Mid 1980s: Interaction Design, the Modern Days

	1983: Donald Schön and more Phenomenology

	1983: Human Computer Interaction

	1984: Service Design by Schneider and Bowen

	1984: Birth of the Service Design Blueprint

	1986: User Centered Design

	1986: Customer Relationship Management Software

	1987: Design Thinking, the Book

	1988: The Design of Everyday Things

	1988: SERVQUAL or Quantifying User Experience

	1989: Call Center Outsourcing





1990s: Service Design as a Discipline


	Early 1990: User Experience in Job Titles

	1990s: Service Design Outside of Marketing

	1990: The Servicescapes Model

	1991: Service Design Is Now a Discipline

	1991: The Internet Revolution

	1991: IDEO, the Multidisciplinary Design Firm

	1992: Customer Service Week

	1992: Wicked Problems Fixed with Design Thinking

	1993: Personas, a Tool for Empathy

	1996: Loyalty Effect

	1998: Contextual Design

	1998: Nesta, a Foundation for Good Innovation

	1999: Customer Journey Mapping

	1999: The Experience Economy as the Next Big Thing

	1999: Liz Sanders and the Convivial Toolbox





2000s: Service Design as a Movement


	2000s: The Real CRM

	2001: Liveworks, the First Service Design Consultancy

	2002: Mindlab or Service Design in the Public Sector

	2002: Design and Sustainability

	2003: Engine, Another Service Design Consultancy

	2003: The Net Promoter Score

	2004: The Service Design Network Is Born

	2005: Double Diamond by the Design Council

	2005: The D.School at Stanford

	2005: Service Design in Education

	2005: Observation as Inspiration

	2006: Designing Interactions

	2006: The Design Squiggle

	2007: The First Service Design Conference

	2008: Nudge and Behavioral Economics

	2008: Thinkpublic

	2008: From Products to Services

	2008: The servicedesigntools.org Toolbox

	2009: First Master’s Degree in Service Design

	2009: One More Service Design Book

	2009: Tim Brown Writes a Book on Design Thinking





2010s: A More Than Mature Field


	2010: Customer Effort Score

	2010: The Business Model Canvas

	2010: Behavioral Insight Team

	2010: A Book on Service Design for the Public Sector

	2010: The First Best-Seller on Service Design

	2011: Exposing the Magic of Design

	2011: Civic City

	2011: First Service Design Jam

	2013: Book: Service Design: From Insight to Inspiration

	2013: Another Master’s Course in Service Design

	2015: A European Service Design Initiative

	2015: Practical Service Blueprint and Practical Service Design

	2015: Ethics in Research

	2016: Service Design Day

	2016: Design Sprints, a one-week taste of Service Design

	2016: IBM Design Thinking Toolkit

	2017: Trainer Accreditation for Service Design

	2018: Mental Models for Design Research
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The Good Old Days: The Basis of Everything

Let’s start on our journey about the history of Service Design — far away from today. Perhaps even a bit too far.

I found it amusing to see that some people see the birth of Service Design, or the birth of the core ideas of Service Design, in the times past. Not in the past century, but much farther back.

In a way, this reminds me of my masters in Design. I always found it amusing that in every thesis about Design, students had to cite something from a book written by Freud. So, just for fun I did it too. Even if I must admit today that I didn’t understand much of what the guy said in his book about humor (which, back then, was the topic of my master’s thesis).

I see something similar in the history of many fields. We always try to make it go back to the time of the Greeks. It gives a bit of “cachet” to your field to say that your practice dates back to the age of great philosophers like Plato, right? At least it sure does make you look great during a dinner party. So, to look good at my next dinner party with strangers I will never meet again, I add in this timeline of Service Design a few references to the good old days, even though I’m not sure this matters too much in our day-to-day practice.

But rest reassured — I will not talk about Freud in this booklet!


Around 10,000 BC: First Customer and Service

Okay, these are pretty old days. A core notion of Service Design is the notion of the customer. Without the customer, there can be no service.

It seems that around 10,000 BC, Agriculture started to be pretty successful; so, people were not only able to harvest food for themselves but also produced a surplus of certain vegetables. And when you have too much carrot and have eaten carrots till you don’t want to see another carrot, the potato produced by the guy next to you looks absolutely delicious. So, you think of starting to trade. And now, you have the first customer.

But, more importantly, with agriculture came the first priest. Indeed “according to the trifunctional hypothesis of prehistoric Proto-Indo-European society, priests and priestesses have existed since the earliest of times and in the simplest societies, most likely as a result of agricultural surplus and consequent social stratification”. Okay, why do I talk about priests? In some way, priests were the first service providers who existed in history. They offered something intangible in exchange of tangible goods. Basically, they sold experiences, not products, which basically is the definition of services. So, priests are in some way the first service creators of history — or maybe even the first service designers, if they were really conscious about their own practice.



500 BC: Ergonomics Tries to Make People’s Lives Easier

Ergonomics is in a way a cousin of Service Design. As the guys who wrote the article about Ergonomics in Wikipedia say:

“Ergonomics is the application of psychological and physiological principles to the (engineering and) design of products, processes, and systems. The goal of human factors is to reduce human error, increase productivity, and enhance safety and comfort with a specific focus on the interaction between the human and the thing of interest.”

In a way, we can say that ergonomics is more interested in the interaction between humans and objects, and Service Design is more interested in the interaction between humans and intangible elements like services and other human interactions. So, both fields try to make the world that humans interact with less messy and horrible for humans.

The same Wikipedia article refers to a paper by Nicolas Marmaras, George Poulakakis, and Vasilis Papakostopoulos. The title of their article says it all: “ Ergonomic Design in Ancient Greece ”. The first sentence of the paper’s abstract makes it pretty clear: “Although the science of ergonomics did not actually emerge until the 20th century, there is evidence to suggest that ergonomic principles were in fact known and adhered to 25 centuries ago”.

It seems that there is pretty good evidence to show that ergonomic principles were used in the 5th century BC. Hippocrates might be considered to be one of the first ergonomics experts, or even a Service Design cousin. He tried to make the workplace of surgeons a better and more efficient place by describing how the tools they use should be arranged.

Egyptians also seem to have understood a great deal about ergonomics as they made tools and other equipment by following its principles. But more on that some other time.



380 BC: Plato’s Republic or the Start of Co-Creation

In her blog, Dr. Stefanie Di Russo wrote a wonderful article called “ A brief history of Design Thinking: how design came to be ”. It’s a great piece that I will refer to several times since it provides a clear account even for the less smart people like me. So, in her article, Stefanie (yes, in this book we will all be on a first name basis) says it like this: “If you want to get nit picky about history, participatory design can be traced all the way back to Plato’s Republic.”

Co-creation, co-design, or participatory design is another key element of the Service Design practice. For those whom the term isn’t clear enough, here is another nice definition from Wikipedia: “Participatory design (originally co-operative design, now often co-design) is an approach to design attempting to actively involve all stakeholders (e.g. employees, partners, customers, citizens, end users) in the design process to help ensure the result meets their needs and is usable.”

Service Design, as we saw in the definition, is definitely an approach that tries to bring all stakeholders together — not only the end users but also all the people involved in the creation of a service.

Now we go back to our beloved Greeks. In an article on the Trig innovation consultancy blog, the authors explain the link between co-creation (or participatory design) and Plato’s Republic in the following terms: “You can trace the history of Participatory Design all the way back to Plato’s Republic, as Plato was known to seek advice from his people. Grass roots democracy can be seen as coming from a participatory methodology as it established a style of collaboration that has been used for centuries to help develop harmonious societies.”

Sure, co-creation can be seen as a subtype or a very specific type of democratic process where those who are affected by a service or product have their say about what they want.

You can now feel prouder than ever! If you are a Service Design practitioner like me, you can always say that your practice dates back to 10,000 BC. But if you want to look even fancier, just drop the names of Hippocrates (500 BC) or Plato (380 BC). My next dinner party will make me look fancy and smart.
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Before Our Time: Humans Meet the Machine

The more we approach the present, the lesser the links between the people and ideas I cite here seem abstract. We will now look at the 17th to the early 19th century.

Service Design is a word which doesn’t yet exist. But there are key moments that build the basis that made it possible for our beloved practice to be born. Especially important at this stage is the Industrial Revolution that in some way has created many cultural changes that define modern life.


1647: Anthropology or the Science that Deals with Humans

The guys that founded the University of Copenhagen explained what Anthropology is in 1647. They basically said that it is the science that “treats of humans”. The Wikipedia article on anthropology goes a bit further and divides the field into two categories. The first one is Anatomy, which is focused on the body parts. The second one is Psychology, which is focused on the soul.

Of course, as soon as you deal with humans, which is a key focus of Service Design, you are interested in what anthropology and psychology can bring to make services less frustrating and more fun for the humans who use them.



1760: Industrial Revolution and the Birth of Scale

In 1760, the Industrial Revolution starts in England. This revolution changed most of the manufacturing processes. It’s the start of the production by machines in factories. But why does it matter for Service Design? This is so because with it, factory products start to now be produced at a large scale. Some authors — like the guys behind the company CustomerGauge, or Karl Pawlewicz from Olark — say that this scale led to the need to create the first customer service teams.

The notion of scale is also important for Service Design. Service designers often work in complex systems on a big scale where a person who can map the system and the interactions with humans is important. If the scale remains small, service designers are needed less as business owners will always be in direct contact with their customers and won’t need someone who brings them back in touch with their customers to explain why these customers are pissed off.



1767: Ethnography and the Study of Populations

There are always wars of disciplines. This didn’t start today with the war between UX Design, Customer Experience, Service Design, etc. Back in the day, some guy named Gerhard Friedrich Müller decided that it was important to separate Ethnography from Anthropology. He called it Völker-Beschreibung in German, which we could translate literally as “the description of populations”. As mentioned on Wikipedia: “This became known as ‘ethnography,’ following the introduction of the Greek neologism ethnographia by Johann Friedrich Schöpperlin and the German variant by A. F. Thilo in 1767.”

Okay, this sounds historically amazing, but what the fuck is ethnography about? In my simple words, I would say that Ethnography studies how people behave within specific cultures. Okay, now do you start to see the link between all these fields and Service Design? They all have a focus on the human. Before, with ergonomics, the focus was on the interaction between humans and their objects. And now with ethnography, we are interested in the cultures of these funny animals whom we call humans.

More practically, Service Design borrows methods and ways of thinking from ethnography. The ethnographers believe it is extremely important to observe society from the point of view of the people they want to study. Today, Service Designers do exactly the same thing. They don’t start creating services based solely on their inspiration. They want to understand the people that these services will affect. Therefore, observation of users is one of the key methods at the early stages of the problem definition of a new service or for the improvement of an existing service.

Ethnography can be seen as a qualitative research approach. In opposition to quantitative research, qualitative research takes a non-numerical approach. It is not focused solely on things you can measure. It also looks at what you can observe but not quantify. In the world of Service Design, we often say that quantitative research tells us what people do (trends) while qualitative research describes why (deep reasons) people do these things.



Early 1800: Reach the Seller

Until the early 1800s, when you wanted to get support from the company or store where you had bought something, you had to visit the shop. You had to take the train, ride a horse, or go on foot. This means that until the early 1800s, customer service seemed to happen mostly through one main touchpoint: the shop.
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The Modern Days: Machines and Humans

Now we arrive at the time that looks much more than the times which we live in. Now we can forget about knights and swords, or very funny clothes! In these times, we see the arrival of machines that change the interaction between customers and companies.

This is also a pretty serious time where, as humans, we bring in rigor to everything in our lives and especially in how we shape products, work, and services. It’s the time of the engineer where sometimes the technical aspect surpasses the focus on the human.


1876: Invention of the Telephone

The invention of the telephone was a pretty messy affair. There were many different inventors — in different places and who did not even know each other — who basically seemed to have invented or at least worked on the idea at the same time. For the sake of simplicity, we will refer here to two names: Innocenzo Manzetti and Alexander Graham Bell. Innocenzo (remember we are on a first name basis in this book) had already considered the idea of a telephone in 1844. He seemed to have a working model in 1864. But it is Alexander who is most often considered as the inventor of the first practical telephone. He obtained a patent for a device similar to a telephone in 1876.

But why are we talking about the phone in a booklet about the history of Service Design? Let’s see what authors like the guys behind Zendesk or CustomerGauge have to say about the relation between customer service and the history of the telephone. What these people say is simple. For the first time in history, the telephone enables customers to get in touch with merchants, shop owners and companies without having to travel to their physical location. It’s the first time that, as a customer, you can ask for support or complain about a product from your sweet and comfortable home without having to travel in the rain until you arrive at the shop where you bought the product.



1910: Taylorism or Optimizing Worker’s Tasks

We said in the introduction of this chapter that rationalization was a significant trait for this time period. This event or movement is a particularly good example of this trend.

Between the 1880s and 1890s, a great guy named Frederick Winslow Taylor pioneered “ scientific management ”. The peek influence of this method happened around the 1910s. The central idea of what was later called Taylorism is that you can find an optimal way to perform a specific task. Through observation, Frederik could for example triple the amount of coal that workers shoveled. He did that by reducing the size and weight of the shovels until he found the best “ shoveling rate ”.

In a way, Frederick was like an ethnographer. He used observation to understand a particular group of people, here workers. But he took a more active role in wanting to fix the problems of these workers. The observation attitude is pretty close to how service designers work today. The main difference (at least I hope) is that service designers tend to have a less paternalistic approach and want to include the worker in the process. But more on that in the next chapter when we talk about the Scandinavian approach to design.



1913: Behaviorism

Psychology is an important field for the Service Designers of today. There is one field or approach of psychology that is especially useful in our practice: behavioral psychology or behaviorism.

What we today call the behaviorist movement seems to have begun in 1913. Back then, a smart guy named John Watson published an article under the title “ Psychology as the Behaviorist Views It ”. Others date behaviorism back to the work of Edward Thorndike and his “ Law of Effect ”, proposed in 1898. Behavioral psychology shows how you can strengthen a behavior through the use of reinforcement.

Burrhus Frederic Skinner, with his experiments on mice, and Ivan Pavlov, with his well know experiment involving a dog and a bell, are the more well-known behaviorists working later in the 20th century.

Behavioral psychology is of interest to Service Designers because it provides keys on how to help users change a specific behavior or create a new behavior. We will go deeper into these notions when we speak about books like Nudge and notions like Cognitive Biases that are based on behavioral psychology.



1913: Phenomenology or the Science of Experience

Okay, this topic is definitely out of my league, so I’ll be forced to quote more in order to not say too many stupid things. But phenomenology, even if I don’t get it fully, seems to me to have an important place in this tiny history of Service Design.

So, what is phenomenology? Joe Kissell wrote a great article about it in simple terms. Here is what he says: “In a nutshell, phenomenology is an attempt to study experience itself objectively and scientifically.”

It is in 1913 that a German philosopher named Edmund Husserl seems to have coined the concept of phenomenology in his book “ Ideas Pertaining to a Pure Phenomenology and to a Phenomenological Philosophy ”. Yeah, that’s a great title for a book! Of course, ideas on this topic already appear as early as René Descartes. But I will leave the details to the historians of philosophy.

Joe continues to explain the topic in his article in this way: “Husserl was looking for a rigorous method of describing experience that in fact did away with subjectivity. His motto was, ‘To the things themselves!’ By this he did not mean that he wanted to study things as they exist objectively out there in the world, but rather that he wanted to study the experience of things — as they present themselves to the observer — without any assumptions, predefinitions, interpretations, or prejudice as to why or how they exist (or even whether they ‘really’ exist at all).”

So why did I place phenomenology in my tiny history of Service Design? Because Service Design is focused on improving the experience of customers in their usage of services. Service Designers are interested in how users personally perceive an experience or a moment in a service. We don’t care if things are perfectly planned. We care if people feel they are perfectly planned. That’s why we differentiate between the front stage (how the user experiences a service) and the backstage (how the staff and other stakeholders experience the service and create it).

This focus on the experience is also how some scientists define the quality of a service. The quality depends on the personal perception or experience. More on that when we speak about SERVQUAL later in the booklet.



1920: The Rotary Dial System

With the invention of the rotary dial system, people could directly dial the phone number of the person or business they wanted to reach. This meant that customers could get in touch with businesses quicker, and therefore, the interaction between businesses and customers became even smoother.



1921: Criticism of Taylorism and Workers Wellbeing

In 1921, the first conference on Scientific Organization of Labor took place. Two Russian authors, Vladimir Bekhterev and Vladimir Nikolayevich Myasishchev, heavily criticized the excesses of Taylorism:

“The ultimate ideal of the labour problem is not in it [Taylorism], but is in such organization of the labour process that would yield a maximum of efficiency coupled with a minimum of health hazards, absence of fatigue and a guarantee of the sound health and all round personal development of the working people.”

In short, these guys rejected Frederick Taylor’s proposal to turn man into a machine. Today, Service Designers try to maximize the output of employees but as we saw before, employees are part of the creation process. Co-creation is key for service designers. This means that Service Designers can relate to the analysis that a guy like Frederick Taylor did, but they try to create changes that make the life of the employee easier and the success of the company greater. In the idealist idea that many Service Designers have today, we try to find a good enough balance for all stakeholders: owners of the company who want profit, employees who want to have an interesting and human workplace, and finally the users who want their needs to be fulfilled.



1930: Interaction Design or Humans with Digital Tools

Richard Buchanan, a professor of design, management, and information systems, noted in an interview conducted by the ServiceD team that John Dewey can be seen as one of the first to speak about interaction design in his 1930 book, Art as Experience.

Interaction Design is “the practice of designing interactive digital products, environments, systems, and services.”. In other words, we can say that Interaction Design is focused on making the interaction between humans and digital systems as enjoyable as possible. It’s quite close to the field of ergonomics in a way, but here the focus is on digital tools. It is also like computer interaction design that will emerge a few decades later.



1939: Rogerian Psychotherapy or a Client-Centered Approach

In the second half of the 20th century, the Client-Centered approach in psychology appeared. This approach basically says that the therapist isn’t the expert. It is the client that has in himself the power of healing, growth, and fulfillment. Let’s highlight two principles of this type of therapy that many service designers could relate to. This type of therapy is non-directive. The therapist isn’t leading the conversation; the client is. In such a therapy, the therapist has an unconditional positive regard: The therapist has a total acceptance of and support for his client. And this happens without casting judgment.

My father is a psychotherapist who has specialized in this approach. I always found it interesting to note that the human-centered design approach that I have (more details on this in the coming pages) has a lot in common with the Rogerian Psychotherapy. Service Designers also ideally follow a non-directive approach. We don’t know the solution when we start a project. We listen to all stakeholders as we believe they have the solution to the problems we are mandated to fix. The more I talk about the Client-Centered approach of psychology with my father, the more I believe that Service Designers should put in the necessary time and energy to learn more about this practice as we might have a lot to learn from the years of experience of these practitioners.

For the history lovers, here are a few dates to make your day beautiful. It seems that the first elements of the Client-Centered Psychotherapy were already noted by Carl Ransom Rogers when he lectured at the University of Rochester and wrote The Clinical Treatment of the Problem Child in 1939. In 1951, he published more of his findings in a book called Client-Centered Therapy.



1942: Rating Index for Radio

In 1942, the first ratings index for radio listeners were created. These rating systems are the beginning of an audience measurement system. Today, Service Designers use similar rating systems to rate the experience of users when they use a service to find out what needs to be improved in a customer journey. More on that when we talk about the Net Promoter Score, or NPS, in a few pages.



1942: Brainstorming or Group Creativity

Creativity is often seen as coming from a specific type of skilled individual, the artist, the creatives, the entrepreneurs. Brainstorming is a creativity technique that involves a group trying to find solutions to a specific problem. The idea is to list as many ideas as possible instead of focusing on only one solution.

The concept was originated by Alex Faickney Osborn. We can find the first notable mention of this specific creativity technique in his 1942 book, “ How to Think Up ”. But it was popularized later (in 1953) with his book “ Applied Imagination ”.

Brainstorming brings together at least two interesting elements that service designer still use today (outside of the technique itself). The first idea is that there isn’t one perfect solution to a problem and that we must explore multiple different paths. This is key to the exploratory phase of any service innovation project. The second aspect is, of course, the democratic aspect of brainstorming where we want many people to participate. This is the case in the co-creation actions that service designers perform to find solutions with the ideas and experiences of all the stakeholders of a specific service.



1943: It’s Not a Human Error, It’s a Design Error

For this section, I will directly cite a Wikipedia page on human factors engineering as it is perfect to get the point across:

“In 1943 Alphonse Chapanis, a lieutenant in the U.S. Army, showed that this so-called ‘ pilot error ’ could be greatly reduced when more logical and differentiable controls replaced confusing designs in airplane cockpits. After the war, the Army Air Force published 19 volumes summarizing what had been established from research during the war.”



1943: Mental Models in Psychology

When we design for humans, we need to understand how humans understand the objects, services, and the world around them. The understanding of how people think about how things work is called a mental model.

How does a toaster work? You most certainly do not have a degree in mechanics or engineering and have never built a toaster. Nevertheless, you have a model in your head that explains for you how it works. This is what we call a mental model. This model has an impact on the expectations you have about your toaster and shapes your interaction with it. This notion of mental model is later also used in the world of design and research with publications like Indi Young’s “Mental Models, Aligning Design Strategy with Human Behavior” that we will cover later in this booklet.

The term mental model seems to have first appeared in 1943. It was coined by Kenneth Craik in his book “ The Nature of Explanation ”.



1945: Modulor or a Human-centered Scale System

In 1945, we see traces of a similar human-centered approach in architecture that we have seen in psychology with Rogerian psychology. The Swiss and French architect Le Corbusier wanted to find a measurement system for architecture that could be universal and based on humans.

The measurement system aims to create architectural elements, like buildings and furniture, that offer maximal comfort to the humans who use them. The Modulor is based on the Golden Ratio that can be found in nature in almost everything from the human body to leaves or shells.

The Modulor was in the creation process between 1940 and 1950. It seems that the official date that historians keep for the creation of the Modulor is 1945. The book that theorized this system was published in 1950 and was titled “ Le Modulor: essai sur une mesure harmonique à l’échelle humaine applicable universellement à l’architecture et à la mécanique ”.



1947: Human Factors Engineering

Human factors engineering can be linked to the early ergonomics we talked about earlier. With the Second World War, new and very complex machines were built by engineers. Here, you couldn’t take an approach where humans had to adapt themselves to the machines but rather the machines had to be adapted to the humans as these machines were often too complex to begin with. A lot of research about the limitations and capabilities of humans happened before, during, and after the war. A good example of this shift in thinking can be seen in 1947. Fits and Jones, two crazy engineers studied what was the most effective way to configure the control knobs for aircraft cockpits.

Service Designers today share this optimistic view of the environment and tools. It is not the tools that have to shape how humans behave. No, as Service Designers, we want the behavior of humans to shape how the service we create work. We see here the premises of a human-centered approach in the engineering or design world.



1950: Total Quality Management and Quality Circles

According to Wikipedia, “ Total Quality Management (TQM) consists of organization-wide efforts to install and make a permanent climate in which an organization continuously improves its ability to deliver high-quality products and services to customers”.

In the 1940s, Japan had a bit of an issue regarding the quality of its products. Its products were often considered cheap or simple imitations of other products. In order to raise the quality of its products, some crazily smart people like Deming, Juran, and Feigenbaum were invited to help fix the problem. In the 1950s, quality control and management became hot topics in the management sectors in Japan.

Total Quality Management continued to be developed until the early 1980s, but by now it was not limited to Japan but also included Europe and America.

What I find interesting about the notion of quality management is that quality is seen as a notion not just from the point of view of the creator of the product. No, quality also depends on the point of view of the user of the product, the customer. Remember phenomenology?

With the focus on quality comes not only the point of view of the user but also the point of view of the workers. “ Quality Circles were originally described by W. Edwards Deming in the 1950s, Deming praised Toyota as an example of the practice. The idea was later formalized across Japan in 1962 and expanded by others such as Kaoru Ishikawa.”.

Quality Circles are basically meetings where workers meet to find ways to make their workplace better, and then present their propositions to the management.

Here, we again come across this notion of co-creation that is so important for Service Designers. Indeed, this aspect of co-creation is important not only for the company but also for the well-being of the workers. In their “ History of Quality ”, the authors of “Business Performance Improvement Resources” say it in this manner: “A by-product of quality circles was employee motivation. Workers felt that they were involved and heard”.
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1960s: Multidisciplinary Design

After the introduction of so many new machines, humans had to adapt. The mid-fifties and sixties were a time where we stopped seeing design as something solely technical and paternalistic. In the 1960s, and especially with the Scandinavian Approach a shift becomes more visible. It isn’t humans who should adapt themselves to the machine and the top-down engineered products, services, and systems. This means that the human focus starts to grow in the design world and bottom-up innovation starts to be seen as a solution to fix problems. The engineer isn’t anymore the unique and perfect creator, he needs the help of those he wants to help.


1960s: The Call Center

In the 1960s, Private Automated Business Exchanges started to emerge. Today we refer to these as call centers. With this new technology, we see the birth of centers and phone numbers that exist only to answer and resolve customers’ questions and problems. In a way, we can also consider these to be the first step towards the customer service departments.



1960–1980: The Scandinavian Approach

The Scandinavian Design approach, that took place mostly during the 1960s and lasted till the 1980s, was an inclusive and democratic design approach. The Scandinavian designers went slightly in an opposite direction during these days of fast technological development. Many innovative projects like DEMOS focused their work not on technology but on helping workers, unions, workplaces, and even government departments tackle the changing workplace environment.

Here, again we see a similar approach than the one today’s service designers use. The whole system was taken into consideration. Not just the user. Not just the owner of the company. All the stakeholders, including the employees that make products and services a reality, were brought together.



1963: Metadesign and Multidisciplinary Teams

Time passes; movements appear and disappear in the design community. And then comes Metadesign. “Metadesign has been initially put forward as an industrial design approach to complexity theory and information systems by Dutch designer Andries Van Onck in 1963”.

The idea behind Metadesign is to bring in a multidisciplinary team into the creation process. Instead of relying only on one specialist, Metadesign wants to use the forces of as many disciplines and expertise as possible. This new approach isn’t limited to just objects, or specific types of interactions. It wants to impact human life in general, be it in the way we clothe and shelter ourselves, communicate, and so on.

We see here that the multidisciplinary focus of Metadesign also relates to how Service Designers work today. I often say that one of the principles of Service Design is to say that the designer is not the expert. Others (employees, users, people from other fields) are the experts. The Service Designer is like a sound engineer who mixes the different instruments played by other expert players to create a final and coherent sound track, or — in the world of Service Design — a coherent and enjoyable service.



1965: The Email

Email is a technology that, like the telephone, had a huge impact on the way customers interact with businesses. In the old days, you had to go to the shop to complain about a product or service. Then came the telephone; now you could ask your questions or tell the guy who sold you something how shitty a product is from the comfort of home while petting your cat on your couch. Still, you had to call businesses during their work hours. For many of us, the work hours we have are basically the same as the opening hours of businesses, which means that when you are done with your work it’s already too late to reach the businesses you want to talk to.

It is here that the creation of the email changes things. Email is something that took more than 50 years to become fully useable. Email started to have a real impact only in the 1990s. But just to have a fun date to place in your next dinner party, let’s talk about the MIT’s CTSS mail command. This precursor to the email system that we use today was developed by a group of fun people named Pat Crisman, Glenda Schroeder, and Louis Pouzin. They created their system in 1965. The use of this system was pretty basic back then and wasn’t yet available to all customers. According to Wikipedia, “the proposed uses of the proto-email system were for communication from CTSS to notify users that files had been backed up, discussion between authors of CTSS commands, and communication from command authors to the CTSS manual editor.”



1967: Cognitive Psychology

The term Cognitive Psychology seems to have been first coined in 1967 by Ulric Neisser in his book “ Cognitive Psychology ”. This new psychological approach is interested in how mental processes work. Psychologists and scientists who take this approach love to study things like “attention, language use, memory, perception, problem solving, creativity, and thinking”.

Cognitive Psychology has a big impact in elements like cognitive biases that shows the ways humans think and why they sometimes act irrationally. More on this in the coming pages. Yes, yet again we need to encounter with a bit of suspense!



1967: Toll-Free Numbers

Let’s go back to the evolution of the telephone. The email that exists is still limited to some happy few. But the telephone is widespread by now and has become a part of the popular culture. Perhaps taking this into account, in 1967, AT&T, a big telecom company in the United States, invented the system of toll-free numbers. Now, users could call a company and complain for free! The cost of a phone call was no longer a limitation for the success of the helpline. Customers could now be less stressed about the cost of the interaction and fully enjoy the help provided by a business, even if it took more time than they had anticipated at first.



1969: Herbert Simon and The Sciences of the Artificial

For the design theorists out there, 1969 was a great year. Herbert Simon, a Professor of Psychology at Carnegie-Mellon University, wrote a book called “ The Sciences of the Artificial ”.

Let’s take one extract of the book that was hand-picked by Jo Szczepanska in his article “Design Thinking origin story plus some of the people who made it all happen”:

“Everyone designs who devises courses of action aimed at changing existing situations into preferred ones.”

In a way, this short quote shows that the notion of the designer is not only limited to the profession of the designer but includes anyone who designs. Design is therefore an act that can be practiced by everyone; we often see this to be true also for Service Design. It isn’t the Service Designer who designs alone in his room, inspired by the muses. Everyone designs and often the best design solutions for Service Design do not come from the Service Designers but from the users who hack the services to make the services less frustrating. Or as Herbert says, “changing existing situations into preferred ones”.

A good example of such a user hack is the hashtag on the social media platform Twitter. Indeed hashtags were created organically by users in order to categorize their messages. It is only later that Twitter officially recognized the hack and transformed it in the feature we all know today.
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1970s: First Bricks of Design Thinking

During this time, researchers started to wonder how the creative process really works. They tried to demystify it and show what makes Design professions different from other professions. In a way, it’s the time where the first proper bricks of Design Thinking are built. And, as I often consider Design Thinking as the big brother of Service Design, now things start to be really serious for my beloved discipline. Our big brother will soon come out of the belly of history.


1970s: The Birth of Design Thinking Principles

Do you remember Herbert? In his book “The Sciences of the Artificial”, he mentions that design is also a way of thinking. A similar idea appears a bit later in a 1973 book called “ Experiences in Visual Thinking ” by Robert H. McKim’s.

An article by the Interaction Design Foundation, which looks at the history of Design Thinking, dates the foundations of Design Thinking back to this time:

“Cognitive scientist and Nobel Prize laureate for economics, Herbert Simon, has contributed many ideas that are now regarded as tenets of Design Thinking in the 1970s. He is noted to have spoken of rapid prototyping and testing through observation, concepts which form the core of many design and entrepreneurial processes right now. This also forms one of the major phases of the typical Design Thinking process. Simon touched on the subject of prototyping as early as 1969”.

The principles of rapid prototyping, testing, and observations also form the basis of Service Design. Indeed, a principle of Service Design that we teach is to try things out as cheaply as possible (prototyping) and bring them in the hands of the users as fast as possible (testing).



1971: Anthropology in Design Practice

It is often through criticism that the world moves forward. In 1971, this became true for Design Practice through Victor Papanek and his book “ Design for the Real World ”. This guy was highly critical of the design discipline and how designers worked back then. In his book, Victor showed that it was important to incorporate anthropology in the design practice. He wanted designers to not only create objects but also have a socially and ecologically positive impact. Do you remember anthropology? It’s this thing that started in 1647 and was interested in humans. Then came ethnography, which was interested in the observation of humans and their cultures. It is through the contribution of work like the one by Victor that today Service Designers include tools from ethnography and anthropology in their practice.



Late 1970: Emergence of Interactive Voice Response

At that time, the telephone was still the main technology that made it possible for customers to interact with customer support departments. As we have seen, the call center had appeared about 10 years earlier. The next technological improvement that made the call centers more effective is the so-called Interactive Voice Response or IVR. IVR is a pre-recorded phone tree. You know, it’s this tiny voice that asks you to press one for English and two to tell the company to go fuck itself. At the time, the technology was still pretty buggy and super expensive. It is only later in the 1980s that the technology really started to impact the lives of many customers around the world. In the best and the worst ways.

This technology made it possible to link customers more rapidly with a more expert agent. But the process also made communication with a business feel more robotic and less human focused as you had to go through these long, pre-recorded paths before you could finally talk to a human. I think the Interactive Voice Response is a good example that shows that technology isn’t enough to fix a problem. Indeed, just by adding the technology you might technically fix the problem. Yes, the response time is shorter; yes, people reach the right person faster. But the problem here isn’t the mathematical or statistical fact. It’s the personal experience. Many of us, when we start the experience with a pre-recorded voice, are already pissed off as we feel treated like machines by robots. So, even if it technically goes faster, the few seconds that I spend pressing 1, then 3, then 4, feel like long minutes. It’s the perceived experience that matters in the end (as we will see later with the guys who created SERVQUAL). So, yes, technology has a big impact on the development of customer satisfaction, but let’s not see this history through a technological eye that is too optimistic.



1972: Cognitive Biases

I personally believethat cognitive biases are extremely important in the practice of Service Designers. Okay, they sound great and pretty serious. But what are they? Cognitive biases systematically show how people use irrationality in their thinking and decision-making process. Wikipedia defines them in these words: “systematic pattern[s] of deviation from norm or rationality in judgment”.

It is in 1972 that Amos Tversky and Daniel Kahneman brought the term “Cognitive Biases” to life.

Today, I found a list of a little more than 200 cognitive biases that have been described. I personally believe that understanding how people systemically think and make decisions across cultures is something that every Service Designer should study. Indeed, you can create better products and services by using cognitive biases or helping people overcome them.

In 2017, I wrote an article in the Service Design Magazine about the power of such biases. Here is an extract:

“In 1950, cake mixes were invented and put on the market. Buyers could bake a cake super quickly at home with these pre-prepared mixes. But at first, they failed. Many homemakers were resistant because the instant mixes made cooking ‘too easy,’ which made their labor and skill feel ‘undervalued.’

After finding this out, the makers of the cake mixes added an extra step. Consumers now had to break an egg and add it to the mix. And now cake mixes increased their sales.”

This story is about the cognitive bias called the “ IKEA effect ”. It was discovered by Michael I. Norton, Daniel Mochon, and Dan Ariely and was described by them as follows: “Labor alone can be sufficient to induce greater liking for the fruits of one’s labor: even constructing a standardized bureau, an arduous, solitary task, can lead people to overvalue their (often poorly constructed) creations.”



1972: Wicked Problems or Phenomenology in Design

We have already talked a few times about the importance of phenomenology for Service Design. In 1972, the link between phenomenology and design reached the next level.

It seems that in 1972, Horst Rittel and Melvin M. Webber were among the first to coin the notion of Wicked Problems. Horst was also a guy with a critical bend of mind, and unlike his predecessors, he believed that human experience and perception is the key to the design process. In an article that has already been cited, Jo Szczepanska says that it is through the work of Horst that “[for] the first time Phenomenology was introduced to the designing of experiences”. If you remember, we dated phenomenology back to 1913 and the work of Edmund Husserl.

A Wicked Problem is a societal problem that is so big and difficult that it seems nearly impossible to fix. There are four reasons that make a problem a Wicked Problem:


	incomplete or contradictory knowledge;

	the number of people and opinions involved;

	the large economic burden;

	the interconnected nature of these problems with other problems.





1977: Participatory Action Research

Hey, dear Wikipedia contributors, could you help me define Participatory Action Research? Sure! Here you are: “[it] is an approach to research in communities that emphasizes participation and action. It seeks to understand the world by trying to change it, collaboratively and following reflection.”

In 1977, a Colombian sociologist, Orlando Fals Borda, with some other crazy people, created the first conference focused on Participatory Action Research. The methodology certainly started before this, but I wasn’t able to find other key dates before this conference.

Here, again we see the idea of immersion that we saw before with the start of ethnography. But this time the observer is not just an observer — he is also active and tries to change things. Immersion is a tool often used by Service Designers. As a service designer, one of the best ways to understand a service and its users is often to simply use it or be part of the team that delivers the service. So, in that sense, we could say that Service Design is pretty close to some ideas of Participatory Action Research.



1979: Prospect Theory

Prospect Theory is again something slightly technical, but it is a key element of Behavioral Economics. So, let’s start by defining what behavioral economics is.

Behavioral Economics studies people’s psychological, emotional, cognitive, and cultural aspects to analyze how they make economic decisions. It does not believe that humans are perfectly reasonable animals who will make every decision rationally. Behavioral Economics shows that humans are more complex than that and that they are affected by elements such as the cognitive biases we have talked about before. Behavioral economics is of course linked to Behavioral Psychology, about which we also have talked in the previous pages.

Okay, so what is Prospect Theory? For a definition that is simple enough, I will not use the Wikipedia definition this time. Instead, I take the definition by Morris Altman in “ Behavioral Economics For Dummies Cheat Sheet ”:

“Prospect theory, a theory about how people make choices between different options or prospects, is designed to better describe, explain, and predict the choices that the typical person makes, especially in a world of uncertainty.”

This theory impacts Service Design as it shows that humans have a general tendency to prefer certainty and avoid losses (which is related to the famous cognitive bias called Loss Aversion).
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1980s: Early Days of Service Design

Service Design officially exists since the eighties! These are the very early days of our beloved field. If there is one date that you should remember in this whole book go for one in the 1980s: remember 1982. And if you want to remember one name to look fancy in dinner parties, you should remember Lynn Shostack.


1982: Nigel Cross or How Designers Think Differently

Remember that Design Thinking can be thought of as the big brother of Service Design. The theories and methods of Design Thinking are also used in Service Design. In 1982, in his “ Designerly ways of Knowing ”, Nigel Cross adds a few building blocks to the ideas of Design Thinking even if the term and its usage was not as widespread back then as it istoday.

Nigel explores how designers thinks and how their decision-making process is different from people who work in other professions.

Here is a short extract: “Everyone can — and does — design. We all design when we plan for something new to happen, whether that might be a new version of a recipe, a new arrangement of the living room furniture, or a new lay tour of a personal web page. […] So design thinking is something inherent within human cognition; it is a key part of what makes us human.”

Here, we see again the idea that design is not limited to a profession but is an activity that can be performed by any human — an idea that Service Designers try to practice even today. Here, allow me to express to add a note on this subject. I believe that the more our field advances, the more we have a tendency to forget Nigel’s idea that has been presented above. The more we become experts, the more we might believe that others just don’t understand how to design. But design is an act of every man and woman out there. It isn’t limited to people who have a training, a degree, or a fancy job title like Senior Innovation Consultant that nobody understands. So, let’s not forget Nigel’s wise words: “design thinking is something inherent within human cognition; it is a key part of what makes us human”.



1982: The Service Design Term Is Born

As I told you before, that’s the official date that you should keep in your memory! It’s the birthdate of Service Design as an official term. Hurray! So, today, in 2018, Service Design celebrates its 36th birthday! Quite grown up, isn’t it? We should fear the midlife crisis that could arrive at 40!

The term was coined by Lynn Shostack. I have to admit that I wanted to know a bit more about her as she is, in a way, the mother of the field I’m so passionate about. But I couldn’t find much. What I do know is that she has worked a lot in the field of banking with a focus on marketing.

There are two interesting papers by her that you should check out. The first is titled “ How to Design a Service ” and was published in 1982, and the second, published in 1984, is titled “ Designing Services That Deliver ”.

Let’s take a tiny moment to thank the mother of Service Design, Lynn Shostack, for having created this field even if back then, the idea was mostly limited to the marketing departments. Lynn, all the service designers in the world owe you so much!



Mid 1980s: Interaction Design, the Modern Days

In this little history of Service Design, I have said that the first guy who coined the term Interaction Design was John Dewey in 1930. But many historians of Design believe that Interaction Design really started its more serious existence much later, in the mid-1980s, with the work of Bill Moggridge and Bill Verplank. But it still took about ten more years until designers really took it more seriously. Let’s remind ourselves that Interaction Design is focused on making digital machines work better for humans. The IBM personal computer will arrive in 1981 and the first Macintosh will arrive in 1984, so we definitely needed such a field to make the personal computer a success.



1983: Donald Alan Schön and more Phenomenology

In 1983, Donald Alan Schön published “ The Reflective Practitioner ”. Donald was a philosopher and professor in urban planning at the Massachusetts Institute of Technology (MIT).

According to Peter Buwert, his book “highlights the importance of self-reflection to a successful design process. His work greatly influenced not only design but the field of organisational learning”.

Let’s look at a little extract from Donald’s book: “The reflective practitioner allows himself to experience surprise, puzzlement, or confusion in a situation which he finds uncertain or unique. He reflects on the phenomenon before him, and on the prior understandings which have been implicit in his behavior. He carries out an experiment which serves to generate both a new understanding of the phenomenon and a change in the situation.”

We see here that Donald fights the technical rationality of the designing profession and wants, as Horst Rittel and Melvin M. Webber did before him, to bring phenomenology into the design field.



1983: Human Computer Interaction

The term Human Computer Interaction was made popular through the book “ Psychology of Human-Computer Interaction ”, which was published in 1983. But previous work by Stuart K. Card, Allen Newell, and Thomas P. Moran had already used the term back in 1980, and it seems that we can date the term back to 1975.

Human Computer Interaction is basically interested in the same things as Interaction Design — the interaction between humans and a computer interface. The difference between Human Computer Interaction and Interaction Design seems to be that the former is focused solely on interactions with computers whereas the latter looks at any interactive and digital interaction, whether with a computer or another digital device, like a person’s interactions with an ATM, a vending machine, or any machine in a factory.



1984: Service Design by Schneider and Bowen

In 1984, Benjamin Schneider and David E. Bowen also provide another introduction to Service Design. Their approach to Service Design continued to be focused mostly on marketing, management, and service business development, as Lynn Shostack’s two years before them.

I found two early papers of these two guys. The first one, published in 1984, is titled “ New services design, development and implementation and the employee ”; however, this I found only through citations. The second paper, published in 1985 (and you can read this one online), is titled “ Employee and Customer Perceptions of Service in Banks. Replication and Extension ”.



1984: Birth of the Service Design Blueprint

We are in 1984, Lynn Shostack, the mother of Service Design, whom we met before, talks about the Service Blueprint in an article in the Harvard Business Review.

The Service Blueprint may be the one tool that Service Designer can’t live without. A Service Blueprint sequentially describes how a service is experienced by users. It is not only focused on the user’s perspective as a User Journey but also shows what needs to be done technically for the experience to exist.

Below, you can see one of these early Service Blueprints as it was presented by Lynn in her article.
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What I find interesting here is the notion of “ Line of visibility ”. In today’s blueprint, we often separate a blueprint into two separate horizontal categories. The front stage is what the customer experiences. The backstage is what is needed to create this experience, but which isn’t visible to the customer.

We could talk all day long about this article and the service blueprint, but let’s just remind ourselves once again that we are thankful to Lynn Shostack for being the mother of service design and for having given us fun tools like the service blueprint to play with.



1986: User Centered Design

The famous design author Donald A. Norman first coins the term User Centered Design in his research laboratory in University of California, San Diego. But it’s in 1986 that the term became popular with the publication of his 1986 book “ User-Centered System Design: New Perspectives on Human-Computer Interaction ”.

The guys at Trig consultancy explain this historical moment in the following words: “User-Centered Design was an ideological shift that placed the user at the center of the development process, which showed the benefits of understanding user experience. When enacting a User-Center Design approach you emphasize increasing the customer’s capability over efficiency and adopt a more humanistic approach in the development of a product or system.”



1986: Customer Relationship Management Software

The first contact management system was born in 1986. It made it possible to keep track of customer information in a digital form. In a way, this was the precursor to the Customer Relationship Management (CRM) software that we use today.

Such systems make it possible for staff members to share information about customers more easily. This means that in an ideal world you wouldn’t have to repeat your problem twice as support agents could just check your history with the company and see what you complained about and what your last interaction with the company was about. Sure, CRM helped make better customer experience but I’m not sure we had arrived at the ideal moment, where information didn’t get lost between the many departments. Technology can’t solve the way companies are built in silos; this is a fight that the CRMs can’t win but that we humans can.



1987: Design Thinking, the Book

This time it is Peter Rowe, then Director of Urban Design Programs at Harvard, who writes a book about how a specific breed of creatives think and act. In his book “ Design Thinking ”, published in 1987, Peter focused his attention on architectural designers.

It is interesting to note how Design Thinking was built block by block by different scientists and explorers who looked at different creative types until one or two decades later everyone had this word in their mouths when they wanted to sound smart in the role of a manager or business person.

Let’s finish this moment of history with a little extract from Peter’s book which shows what he wanted to do with it: “This book is an attempt to fashion a generalized portrait of design thinking. A principal aim will be to account for the underlying structure and focus of inquiry directly associated with those rather private moments of ‘seeking out,’ on the part of designers, for the purpose of inventing or creating buildings and urban artifacts.”



1988: The Design of Everyday Things

It’s now 1988. And Donald Norman comes back with a new book. Let’s be honest, this guy is a bit of a hero figure for me, so I’m completely biased when I add his work here and mention him more than Plato. But hey! He sounds like a great, smart guy (even if I never met him). Okay, back to the part about history.

So, it’s 1988 and Donald publishes a book titled “ The Design of Everyday Things ”. As the folks from Wikipedia say, this book shows “how design serves as the communication between object and user, and how to optimize that conduit of communication in order to make the experience of using the object pleasurable”. If you ask me, the book is definitely a great read for any designer out there, and I think it had a huge impact on our practice.

Just for the fun of it, I will mention here the term Norman Doors. In his book, Donald was a bit furious about all these doors that we fail to use properly. His rage became so popular that the term Norman Doors is now used in the design world. There is even a fun blog who lists some of these doors “whose design tells the person to do the opposite of what they’re actually supposed to do”. Check it out; it will definitely be a fun way to enjoy a break from this booklet.



1988: SERVQUAL or Quantifying User Experience

I have created suspense around SERVQUAL already a few times throughout this booklet. The suspense now comes to an end.

It seems that before the 1980s, customer satisfaction was mostly measured informally. You had staff members who asked people if there were happy. Or from time to time you had some surveys. In his article about “The rise of customer satisfaction research”, Ray Poynter express it like this: “Before the 1980s, most large brands and organizations were not customer-focused; they were product-focused and logistics-focused. The key questions they asked were: could they make the best product, and could they ship it to the right location faster, cheaper, and more efficiently than their competitors?”.

In 1988, A. Parasuraman, Valarie Zeithaml, and Leonard L. Berry, a group of nerdy academics, created a tool to measure quality in a service. SERVQUAL was born. This tool is a multidimensional research instrument. Wow, that sounds serious! Basically, it is quite a long questionnaire that focuses on five dimensions:


	Reliability: The ability to perform the promised service dependably and accurately.

	Assurance: The knowledge and courtesy of employees and their ability to convey trust and confidence.

	Tangibles: The appearance of physical facilities, equipment, personnel, and communication materials.

	Empathy: The provision of caring; individualized attention to customer.

	Responsiveness: The willingness to help customers and provide prompt service.



As I didn’t know much about SERVQUAL before I started researching the history of Service Design, I’ll let this subject use more words than it may seem to need. I’ll do this to also help myself understand the subject a bit better.

The idea behind this tool is that the quality of a service depends on the perception of the user. Ideas like phenomenology had an impact here again. SERVQUAL tries to discover how well a service meets the expectations of a customer. According to Wikipedia’s contributors, the crazy guys behind this tool created the following formula to describe it:

SQ = P — E

SQ is service quality, P is the individual’s perceptions of a given service delivery and E is the individual’s expectations of the given service delivery.

It seems that this tool works as a questionnaire with 22 questions.



1989: Call Center Outsourcing

Technology and economic development made it less expensive to outsource call centers to countries other than the one where the customers and business originally are. Hemani Sehgal, in her article about the history of customer service, dates this trend back to 1989.
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1990s: Service Design as a Discipline

By now, Service Design exists. That’s good, but it is still more of a specialized discipline practiced by some nerds in marketing departments. It is in the 1990s that Service Design really becomes a proper discipline of study and practice outside of the marketing field. In a way, we can say that it is when universities start to teach it that we can recognize it as a proper field of study.


Early 1990: User Experience in Job Titles

You certainly know now that I like Donald Norman. So here is another little story about him. When he joined Apple, he first had the title of “Fellow” and then the title of “User Experience Architect”.

In an interview with Adaptive Path, Norman said:

“I invented the term because I thought human interface and usability were too narrow. I wanted to cover all aspects of the person’s experience with the system including industrial design graphics, the interface, the physical interaction and the manual. Since then the term has spread widely, so much so that it is starting to lose its meaning.”

What I find interesting here is that the notion of user experience is not limited to the use of screens but extends to the general experience a user has had; back then, it had already found its way into a job title. In my opinion, the notion of User Experience as defined by Donald back then is not so far away from what a service designer does today. I must admit that I am myself a bit critical of the typical User Experience (UX) specialists of today as they often tend to see services and products only as digital experience and their point of view regarding who the user is sometimes slightly extremist. Some UX designers today have this nearly religious or sectary approach where they take only the end user into consideration. Business requirements that come from employees or other stakeholders are often seen as bullshit. The end user is the only user for them. So, we can say that the term User Experience has, in a way, definitely lost the meaning that Donald, with his job title at Apple, wanted to give to it back in 1990.



1990s: Service Design Outside of Marketing

You have seen that Service Design was born in the hands of marketers like Lynn Shosack. It is not until the 1990s that Service Design started to spread out of the discipline of marketing.

The first attempts to make Service Design expand out of this field were made by people like Bill Hollins and Gillian Hollins, who co-wrote the book “ Total Design: Managing the Design Process in the Service Sector ”. In the description of the book, we see how they try to achieve it. Their book “[explains] how service products should be designed and how this design process should be managed, the author identifies areas where problems most commonly occur.”



1990: The Servicescapes Model

The servicescapes model describes how the surroundings or the physical environment of a service can influence the behaviors of both customers and employees. The model was created by Booms and Bitner in 1990. This model tries to describe the behaviors of humans in an environment to be able to change it. We see here again that behavioral psychology has an impact on how we design services. We can see the servicescape model as a variation of the Service Blueprint with a focus on physical space.



1991: Service Design Is Now a Discipline

Another great year for Service Design! In 1991, Service Design was finally recognized as a unique discipline that we should teach. At the Köln International School of Design, Prof. Dr. Michael Erlhoff, (maybe we could say he is the father of Service Design) proposed that Service Design be considered a design discipline. According to an article on the history of Service Design by the Interaction Design Institute, Michael “would go on to form an international conglomerate of universities that provided service design education and a network for academics and professionals involved in the discipline”.



1991: The Internet Revolution

It’s pretty hard to say when the internet really started. You can say it dates back to the 1950s. In this tiny history, I will make it date back to the creation of the World Wide Web. Maybe there is some nationalistic bias involved in this, since the World Wide Web was created in Switzerland, the country where I was born and spent most of my life. So, the World Wide Web was created in 1989 by Tim Berners-Lee. In 1990, he created the first web browser and then made it public to everyone in 1991.

Let’s be honest. We all know the huge impact that internet had not only on Service Design but also on our lives. This book wouldn’t exist without the internet. And many services today exist solely on the internet. The internet also brought with it a new set of frustrations. For example, now when I can open a bank account on the internet in 8 minutes, I start to ask myself why it takes a week in a physical bank? As with any technology, there are also problems that we started to discover only much later — addiction to social networking sites, the problems of filter bubbles, and so on. But I think that if you have read this booklet up to this point, you already know that I try not to have an approach to history that only sees evolution or innovation through a technological point of view.



1991: IDEO, the Multidisciplinary Design Firm

IDEO started in 1991. Most of us associate the firm with Design Thinking. This design firm started with something that was quite unique at the time. Their team was not only made out of designers, but they also built up a multidisciplinary team with people from crazily diverse fields like anthropology, business strategy, education, and healthcare. Remember Metadesign? The firm was co-founded by a bunch of very smart and by then already famous people: David M. Kelley, Bill Moggridge, and Mike Nuttall.

Since then, IDEO has had a huge impact on both Design Thinking and Service Design. They created several books on Design Thinking and published numerous tools and methods that are used today by service designers around the world.

Today, the company has offices in Cambridge, Chicago, London, Munich, New York City, Palo Alto, San Francisco, Shanghai, and Tokyo, with about 600 employees. So, IDEO is definitely the big player you should at least know about if you are in the field of Design.



1992: Customer Service Week

The customer service week was created in 1992. It is celebrated every year in the first week of October. Having an official customer service week is a signal that customer service and service design are gaining a certain maturity. It has been celebrated since 1984, but it was officially recognized as a national event by the US Congress in 1992.



1992: Wicked Problems Fixed with Design Thinking

Do you remember Wicked Problems? In 1992, they staged a big return in the design field. It is Richard Buchanan who made Wicked Problems come back on the scene. He seemed to connect the theories of Rittel and Simon with the design practice of Ezio Manzini. In 1992, he published “ Wicked Problems in Design Thinking ”.

In this book, he showed how we can try to solve these nearly impossible Wicked Problems with a new approach, which is the approach of Design Thinking. In this book, Richard also describes Design Thinking more deeply by showing the history of the field. For example, he makes the practice date back to the Renaissance.



1993: Personas, a Tool for Empathy

Personas are tools that are present in the mental toolbox of nearly all service designers. This tool was created between 1993 and 1994 by Angus Jenkinson. It was then internationally adopted and distributed by the folks at OgilvyOne, who called it CustomerPrints as “ day-in-the-life archetype descriptions ”.

Again, you might say, this sounds great, but what the fuck is a Persona? It’s basically a fictional character that is created to represent a specific target group. A persona is a representation that helps Service Designers summarize who they work for. During a project, such personas are important because they can be used as a verification tool. You can ask yourself: Does this still make sense for this persona?

Of course, when we talk about Personas, we need to add a little note. Today, Personas have lost their shine as they were often misused. Many marketers and designers have created Personas based solely on their imagination of their target audience. In fact, the creation of Personas, at least the way I see it, should always be something that comes after substantial research about the target audience. You create personas once you have done your qualitative research in the field by observing people and interviewing them, and after you have also done your quantitative homework, like checking statistics or creating a survey and analyzing it. Personas are there to be a summary of your research. They shouldn’t be just a fictional character that comes out of your inspiration. I have heard many say, “I don’t believe in personas”. If their creation wasn’t based on a serious research, I perfectly understand that disbelief and hate.



1996: Loyalty Effect

In 1996, a bestseller about customer experience came out. This book, titled “ Loyalty Effect ”, was written by Fred Reichheld. In his book, Fred shows why customer loyalty is a key to the success and growth of any company.

Such a book is always a good moment for a field like Service Design as it makes a notion like loyalty, which is loved by service designers, known to a larger public. Customer Experience is a field that can be seen as another cousin of Service Design; therefore, to have it better known by the public is also a pretty good thing for the whole family of fields that love the user or customer.



1998: Contextual Design

When you write a tiny history about your beloved topic, you soon discover that history seems to repeat itself. You notice that history isn’t a suite of revolutions which change everything. No, it looks to you more like a suite of small updates from one theory or movement to the other. It sometimes becomes difficult to even see the differences between one field, practice, or idea and others. Contextual Design is, for me, one of these smooth updates that happened in the history of Service Design.

Contextual Design is a User Centered Design process created by two nice people, Hugh Beyer and Karen Holtzblatt (yes, in this book everyone is nice, crazy [in a good way], nerdy or beautiful, especially when I don’t know them personally).

Wikipedia contributors describe this practice as follows: “It incorporates ethnographic methods for gathering data relevant to the product via field studies, rationalizing workflows, and designing human-computer interfaces. In practice, this means that researchers aggregate data from customers in the field where people are living and applying these findings into a final product.”

I must admit here that this doesn’t seem so different than other user-centered approaches in the design world that we have already mentioned earlier. But it is nice to see that so many people update the same ideas, as service designers do today.

We basically all have a focus on the human, we try to have deep empathy for them, so we need to understand them. So, we go into the field and meet them. This makes me think of a debate that happened in the Service Design Conference in 2016, in Amsterdam. I was invited there as a content contributor and therefore tried to follow as many debates and presentations as possible. There was one debate that I must admit I found profoundly stupid and boring. But I wanted to honor my job of being a content contributor. So, I kept listening to the debate. The debate was about if we should call our practice Service Design or Experience Design or whatever other funny titles like UX, CX, or Design Thinking. My reaction to this debate was to create this little comic strip:
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In the article that accompanied the little drawing, I wrote this: “At the end all these fields have a love for the end user. All these fields or terminology care about including the user. They try to understand him. They just want to not make him crazy. That’s it. Sure, it’s important to name things right. But at the end of the day we shouldn’t lose the overview, the common ground we all share.”

So, I’m very happy that Contextual Design exists; it reassures me because it basically uses the same tools as many other fields and many tools we also use as Service Designers. I’m happy that Contextual Design exists, but I won’t get into an argument about whether it’s better or worse than any other field.



1998: Nesta, a Foundation for Good Innovation

Let’s talk about an organization that I especially like. Nesta is a global innovation foundation. Nesta, or National Endowment for Science Technology and the Arts, was created in 1998. The goal of this organization is to “back innovations for the common good”. Nesta is most well-known by service designers like me for their online resources that they publish on their website diytoolkit.org. The toolkit functions to help people invent, adopt or adapt ideas that can deliver better results. But let’s not simplify Nesta and reduce it to its tools. There is a huge list of international projects that this foundation does; I’ll mention just a few. Nesta creates support for social entrepreneurs across India, it supports new innovation labs within national city governments, in countries such as Chile and the United Arab Emirates, among doing other things to make the world a nicer place. Congrats for all the good work!



1999: Customer Journey Mapping

I have a hard time believing that Customer Journey Mapping started only in 1999. This is because I am reminded of the fact that the mother of Service Design (Lynn Shohacks) created the Service Blueprint, which seems to be an update of the customer journey, back in 1984. But hey, I didn’t find any source that dates customer journey before 1999, so for now I’ll go with what my fellow contributors on Wikipedia say.

According to them, “The customer journey map for service design was first introduced through the Acela high-speed rail project of IDEO (1999). It has subsequently become one of the most widely used tools for service design and have been utilized as a tool for visualizing intangible services.”.

Let’s hope that in a future update of this booklet, I find an earlier and more accurate date for the creation of the first customer journey map.



1999: The Experience Economy as the Next Big Thing

In 1999, Pine and Gilmore wrote a book called “ The Experience Economy ”. In this book, the authors explain that experience is the next big thing for businesses. It is a new opportunity for growth.

It is, in a way, one of the books that popularized the notion of Customer Experience, which is often shortened to CX. As I said before, CX is a cousin of Service Design, so each time a book makes some noise about CX, Service Design also profits from it.



1999: Liz Sanders and the Convivial Toolbox

One last person to know from the nineties is Liz Sanders. She wasn’t a designer by trade but had a pretty good impact on our profession. She created the so-called book and methods which go by the name “ Convivial toolbox ”. The idea of this book or toolbox is to “to bring the people we serve through design directly into the design process in order to ensure that we can meet their needs and dreams for the future”. Design is definitely a democratic process that designers can help to make more fun and convivial and Liz is pushing us in that way.
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2000s: Service Design as a Movement

We have now arrived at the last two decades of this tiny history. We haven’t much distance to cover with the events of these two decades. So, I believe that the real historians out there haven’t really named big historical movements for design. Also, time hasn’t made its selection of the key things we should remember. Time hasn’t yet hidden all the unimportant stuff. That’s why for the next two chapters the events I will talk about are mostly books and the authors behind them. I have to admit that the selection of the events and books that mark these two decades are very, very personal. But hey, let’s not forget that this is my tiny history of service design, so let’s not be too ashamed.

So, what makes the beginning of the 2000s interesting? Besides books, the big thing is that Service Design becomes a proper movement worldwide, with people telling others that they are service designers and companies specializing in just Service Design.


2000s: The Real CRM

Before we speak about events that make service designers proud, let’s take a minute to talk about technology. The CRM has by now existed for quite some time, but it is only in the start of the 2000s that CRMs start benefiting both customers and the companies who use these tools. The technology for tracking customer actions is now more sophisticated and companies can now reward customers for their loyalty. This is also the time when you see the emergence of the customer loyalty cards that provide you with benefits. But these cards also track all your actions and help marketers sometimes go too far and even predict that you are pregnant and send you targeted ads even before your dad knows about it. This is a real story that has been revealed in an article by Charles Duhigg that you definitely should check out if you want to be scared about customer loyalty card.



2001: Liveworks, the First Service Design Consultancy

Liveworks is believed to be the first design consultancy focused mainly on Service Design. This innovation consultancy opened its London office in 2001. According to their team page, the company today has a team of 48 people. As IDEO, Liveworks is also composed of a multidisciplinary team with service designers, systems thinkers, business designers, researchers, and consultants.

The company was founded by Chris Downs, Ben Reason and Lavrans Løvlie. We will talk later in this booklet about two of the founders of this company: Benand Lavrans.



2002: Mindlab or Service Design in the Public Sector

In 2002 one of the first service design consultancies for the public sector, Mindlab, was started by the Danish ministries of Business and Growth, Employment, and Children and Education. According to Maria Hermosilla this lab and its “innovative approach has inspired the proliferation of similar labs and user design methodologies deployed in many countries”.

We see that in 2002 Service Design found a way out of the marketing departments and started to have an impact on all aspects of human life, with service designers working for the public sector.



2002: Design and Sustainability

A name to know for the 2000s is Alistair Fuad-Luke. “His projects emphasise openness, collaboration and co-design with communities and individuals, social well-being and alternative economies”. In 2002, Alistair wrote a book about design and sustainability, titled “ Eco-Design Handbook ”. The book claims to be “the first book to present the best-designed objects for every aspect of the home and office, including the most environmentally sound materials and building products”.

What a guy like Alistair and his work show is that sustainability, social change, and alternative economies are important topics that designers also want to tackle with their expertise, even more so in the 21st century.



2003: Engine, Another Service Design Consultancy

It is interesting to see that consultancies, that existed before this stage, start now to shift towards Service Design. In 2003, Engine makes this shift after three years of existence as an ideation consultancy based in London. Today, Engine has offices in London and Dubai. According to their website, the company is composed of about 40 staff members.

This is a sign that Service Design as a whole, not Design Thinking or another cousin or big brother of Service Design, starts to gain maturity in the world of design and business consultancies.



2003: The Net Promoter Score

On the theoretical side, we have seen that there have been attempts before to quantify the user experience — for example, with SERVQUAL that dates back to 1988. In 2003, a new tool to quantify the loyalty of users was developed by Fred Reichheld. It is a much simpler approach than the 20-question survey of SERVQUAL. This time, the tool is composed of only one question. This approach is called the Net Promoter Score which is usually abbreviated to NPS.

The question of the survey is as follows: “How likely is it that you would recommend our company/product/service to a friend or colleague?”. Users can then usually give a score between 0 and 10. Users who give a 10 or a 9 are considered “Promoters”. Those with scores between 0 and 6 are considered “Detractors”. Finally, users with scores of 7 or 8 are considered “Passives”.

The NPS score is an interesting one because it is widely used, and you can compare the score of your service with the scores of companies like Apple or Uber.

The score is calculated as follows: “Subtracting the percentage of Detractors from the percentage of Promoters yields the Net Promoter Score, which can range from a low of -100 (if every customer is a Detractor) to a high of 100 (if every customer is a Promoter).”

I personally consider this tool to be an interesting metric because it is really simple to sent into action. Furthermore, such a survey question, when put to the user, can also be used as a smart user research mechanism. Indeed, if someone answers the question, you can then ask her why she entered that number. If people give an answer, you gather some very interesting pieces of qualitative information that inform you about why people like or hate your service. A great article by the Airtable team goes exactly in this direction and shows how such a quantitative tool can be used in an automated process to later give some valuable qualitative insights to a company.



2004: The Service Design Network Is Born

Do you remember the Köln International School of Design? It is there that a nice guy tried to launch Service Design as a specific and unique design field. In 2004, this university with the help of Carnegie Mellon University, Linköpings Universitet, Politecnico di Milano, and Domus Academy created the Service Design Network or SDN.

Such an international network serves as a gatekeeper and trustworthy networking partner both for clients and professionals. In fact, I can personally attest that such a network has a huge effect on service designers. One of the biggest automotive clients I have worked for came to the company I worked for because we were listed as a member organization on the Service Design Network website.

Today, the Service Design Network has more than 1300 members and more than 100 member organizations listed on its website.



2005: Double Diamond by the Design Council

The design process is not a straight and direct line as we have already seen in Damien Newman’s little squigglen. In 2005, the team behind the Design Council in the UK published a model that explains the different process of any design work.
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The Double Diamond is divided into four distinct phases: Discover, Define, Develop, and Deliver. What is interesting in this illustration is that it shows that the design process is a type of loop between divergent and convergent thinking, while other professions are primarily focused on convergent thinking.



2005: The D.School at Stanford

Want to study Design Thinking? Then you will often see D.School as one of the most prestigious options. This school was created in 2005. The Standford’s D.School says about itself that it “is recognized as a thought leader in human-centered design, and a leading teaching institute for design and experiential learning”. It is one of the first schools that focused its teaching on Design Thinking. It is still today known as one of the most prestigious schools to get your hands dirty on the topic of Design Thinking and Human-Centered Design.

According to Daniel Steinbock, who worked at Stanford University, “The d.school was the brain child of IDEO co-founder, David Kelley, and other folks associated with the Design program in Stanford’s Mechanical Engineering department. It was envisioned to be a non-degree-granting center serving all departments on campus, offering an introduction to human-centered design thinking.”

David Kelly, as you have seen and will see in the next pages, is one of these key figures that pop out at every stage of the history of all the cousin and brother fields of Service Design. So, keep his name in your memory for the next name-dropping session in a job interview or business lunch.



2005: Service Design in Education

Since 2005, the Oslo School of Architecture and Design teaches and researches Service Design with its students. The school also collaborated with businesses like Telenor and DnB.



2005: Observation as Inspiration

I told you before that the people behind IDEO had a big influence on the practice of Design Thinking and Service Designer. One of these smart minds behind the name of IDEO is Jane Fulton Suri. In her 2005 book, “ Thoughless Acts ”, she again shows the power of ethnography and observation for designers. In her book, she focuses especially on showing the link between direct observation and design inspiration.



2006: Designing Interactions

Another great book by an IDEO fellow has to be noted here. It’s a book by Bill Moggridge, who, in the 1980s, had already worked on the notion of Interaction Design, as we saw before. Bill was also one of the cofounders of IDEO. In 2006, Bill published “ Designing Interactions ”, “a 764-page introduction to and history of interaction design comprising 40-plus interviews with designers and entrepreneurs, from Douglas Engelbart to Will Wright to Larry Page and Sergey Brin”.

When I wrote the first notes of this booklet that you are reading, I shared them with a few friends. When I saw the reaction of Pascal Wicht, who left only one comment on the title of the book, which said, “!!! This book!!! I love it”, I knew I had to include it in this history of Service Design as Pascal is one of the smart minds whom I trust a lot regarding the topic of Design.



2006: The Design Squiggle

When it comes to describing what the design process is many of us quickly sketch out on a whiteboard or on the back of a napkin the “ Design Squiggle ” by Damien Newmann that dates back to 2006.
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I particularly like the story behind this tiny sketch as it is written by Damien himself:

“Years ago I dropped a simple illustration into a proposal to convey the design process to a client. It was meant to illustrate the characteristics of the process we were to embark on, making it clear to them that it might be uncertain in the beginning, but in the end we’d focus on a single point of clarity. It seemed to work. And from then on, I’ve used it since. Many, many times.

My father told me that the design process started with the abstract, moved to the concept and then finally the design. So I used to use these three words, back in the day, to convey the process of design to my unsuspecting clients. It wasn’t as effective — even if I knew what it meant. So I found myself saying, ‘Here — it looks like this…’ and drawing the squiggle.”

This sketch found its way in many publications after 2006, including the one about the Business Model Canvas (more on this one in a few pages, let’s throw in some suspense again).



2007: The First Service Design Conference

Since 2007, every year the Service Design Network hosts a big international conference. They call it the Service Design Global Conference, or SDGC for the nerds and fans out there. The conference attracts hundreds of practitioners every year.

Having a conference that is focused only on Service Design is again a proof of maturity of the field. It also shows that the community of service designers around the world is now big enough for it to be considered a real movement. For the benefit of the conference lovers, let’s make a note here of the names of a few other conferences that are focused on Service Design:


	ServDes: “born as a yearly Nordic conference, ServDes has now become a bi-annual international event”.

	Service Design in Government: “an original international community event for anyone involved in designing and commissioning public services”.

	Doers conf: the central European Service Design conference.

	Service Experience Conference: “ is for people who are passionate about creating great service experiences while also delivering value to the organizations that deliver them”.

	Service Design Week: aconference produced by IQPC, a company that specializes in organizing conferences. When you have companies that produce conference and wants to have its own Service Design “product”, this is a pretty good sign for our industry.





2008: Mental Models for Design Research

Way back in the book, we talked about mental models. In 2018, Adaptive Path cofounder Indi Young published “ Mental Models: Aligning Design Strategy with Human Behavior ”. This book explained how designers can find out why the users of their services and products did things in a particular way.

This type of book is, for me, again a proof that as service designers, we have a lot to gain from the field of psychology to make our work better and have a better understanding of the humans we want to serve with the creation of services.



2008: Nudge and Behavioral Economics

Behavioral Economics is a field that starts way back in history. You can, of course, link it to the Behavioral Psychology movement. There are a few big names in this field that come up again and again. In 2008, Richard H. Thaler, with his colleague Cass R. Sunstein, published a best-seller that helped bring Behavioral Economics and Cognitive Biases on the radar of the masses. The book is called “ Nudge: Improving Decisions about Health, Wealth, and Happiness ”.

In it, the authors bring to life the notion of “ nudge ”. A nudge is a “positive reinforcement and indirect suggestions as ways to influence the behavior and decision-making of groups or individuals”.

I see a nudge as a tiny change in a service that can have a huge overall impact. One example of nudge that I love to share with clients is the following. When you put a fly sticker in the urinals, it helps men pee more precisely. Why would this matter? Because when you make this little change, it has a huge financial impact in terms of the cleanliness of the service. The airport of Amsterdam did it and here is what they discovered. A tiny nudge like that reduced “spillage by 80% [resulting] in a saving of 8% of the total budget for cleaning public toilets”. Small nudges can definitely be an effective tool to improve a service.



2008: Thinkpublic

Thinkpublic is another example of a consultancy which focuses on innovation within the public sector and NGOs by using Service Design in its toolbox. The consultancy was created in 2008 by the then 23 year old Deborah Szebeko.



2008: From Products to Services

The book “ From Products to Services: Insight and Experience from Companies which Have Embraced the Service Economy ” by Laurie Young, published in 2008, is a collection that shows why the service economy is key and why many companies should shift their focus from the creation of products to the creation of services in the same manner that Ericsson, Michelin, Nokia, HP, IBM and GE did.



2008: The servicedesigntools.org Toolbox

There is one toolbox or library many service designers use and which has become a reference. It is the website servicedesigntools.org. This website is a collection of Service Design methods. It was created in 2008 by Roberta Tassi during her master’s thesis. Today, Roberta is one of the most famous Service Design consultants out there; you might see her on stage at almost every Service Design conference. She is the founder of a company called Oblo that is composed of four other women: Chiara Albanesi, Yulya Besplemennova, Agata Brilli, and Laura Toffetti.



2009: First Master’s Degree in Service Design

The Laurea University of Applied Sciences in Espoo, Finland was one of the first universities to have created a master’s degree mainly focused on Service Design. As the University says, “The Master’s degree program in Service Innovation and Design is globally the first multidisciplinary degree program combining service business and service design competences, and it continues to be in the forefront in this field.”



2009: One More Service Design Book

In 2009, Satu Miettinen and Mikko Koivisto published “ Designing Services with Innovative Methods: Perspectives on Service Design “. The editors of servicedesignbooks.org describe the book as follows: “This book presents the emerging and increasingly important field of service design. Birgit Mager, Köln International School of Design and Service Design Network, Ezio Manzini, Politecnico di Milano, and Stefan Holmlid, University of Linköping, discuss the general background and methodology”.

I have added this book here as it includes discussions with key founders of the Service Design Network and the Service Design field in general, like Birgit who is the president of the Service Design Network.



2009: Tim Brown Writes a Book on Design Thinking

And here comes another book by an IDEO guy. It is written by Tim Brown, a guy who is pretty well-known in the Design Thinking spheres and who is also the CEO of IDEO. In 2009, he publishes “ Change by Design ”, where he explains how Design Thinking transforms organizations and inspires innovations.

I believe that this book is one of the elements which made Design Thinking accessible to the masses outside of the circle of scientific papers readers and designers. Tim’s book and his work had a huge impact in making Design Thinking something almost every business man has heard about.

If you have read papers about Design Thinking, you will not discover much more in this book. But the case studies presented in it and the non-academic writing definitely makes it a pleasant read.
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2010s: A More Than Mature Field

Service Design seems to by now have become a fieldthat is more than mature. More schools create master’s degrees focused solely on it. Some books on the subject already say in their Amazon description that they want to go over the buzzword that is now Service Design. That people see service design as a buzzword is, in my opinion, a very good sign. So, the 2010s seem to be pretty good years for my passion.


2010: Customer Effort Score

The Customer Effort Score is a tool that belongs to the same family as the Net Promoter Score. It is a simple one-question survey that helps companies better understand their audiences and users and predit their loyalty.

The question used in the survey is as follows: “The company made it easy for me to handle my issue”. And then you present a scale from 1 to 7 with the following steps: strongly disagree, disagree, somewhat disagree, undecided, somewhat agree, agree, strongly agree.

In 2010, Matthew Dixon, Karen Freeman, and Nicholas Toman published their findings about customer satisfaction and proposed the Customer Effort Score or CES for the first time in the Harvard Business Review.

In their studies, they showed that “as we analyze responses from more than 97,000 customers, what we find is that there is virtually no difference at all between the loyalty of those customers whose expectations are exceeded and those whose expectations are simply met.”

They made a study of three different loyalty metrics: customer satisfaction (CSAT), Net Promoter Score (NPS), and their new Customer Effort Score (CES). Their findings were as follows: “Not surprisingly, CSAT was a poor predictor. NPS proved better (and has been shown to be a powerful gauge at the company level). CES outperformed both in customer service interactions.” Further in their study they shared a few numbers. “We found the predictive power of CES to be strong indeed. Of the customers who reported low effort, 94% expressed an intention to repurchase, and 88% said they would increase their spending. Only 1% said they would speak negatively about the company. Conversely, 81% of the customers who had a hard time solving their problems reported an intention to spread negative word of mouth.”

The drawback of the CES is that it is used less in the market; therefore, you can’t really use it as a benchmark between the experience of users in your service compared to other bigger brands like Apple, Nike, or Uber as you can do with the Net Promoter Score.



2010: The Business Model Canvas

In 2010, Alexander Osterwalder and Yves Pigneur created the Business Model Canvas and the book that accompanied its launch, titled “ Business Model Generation: A Handbook for Visionaries, Game Changers, and Challengers ”.

The canvas helps to summarize the business model of a company or service in one page. Interestingly, the canvas also uses the same metaphor of the frontstage and backstage that is used in the Service Blueprint.



2010: Behavioral Insight Team

In 2010, another design consultancy comes out of a government initiative but this time in the UK. The Behavioural Insights Team (also known as Nudge Unit in reference to the book Nudge) was founded in 2010. Its goal was to apply nudge theory to try to improve the UK government’s policies and services, and to save money. The consultancy is now a company called Behavioural Insights Limited. It is headed by psychologist David Halpern.

The work of this team has inspired others countries — for example, the United States, which has a “Social and Behavioral Sciences Initiative”. This historical event shows us that the theories of behavioral sciences, including nudges and cognitive biases, are bringing about real changes in the public sector.



2010: A Book on Service Design for the Public Sector

Let’s stay in the public sector. In 2010, Sophia Parker and Joe Heapy published “ The Journey to the Interface ”. This book on Service Design shows the importance of the practice for the public sector with case studies that illustrate the idea. Here, once again we see that Service Design in the 2000s was really making a dent in the public and social sector, a shift that is interesting to note when we remember that at first Service Design was introduced for marketing teams by people in the banking industry (like Lynn Shostack).



2010: The First Best-Seller on Service Design

“ This is Service Design Thinking ” is a book by Marc Stickdorn and Jakob Schneider. I consider this 2010 book to be the classic and most popular book about Service Design. The book “introduces an inter-disciplinary approach to designing services”.

The book is valuable for the different methods and practical tools it presents and for its position that shows that Service Design thinking can be used in nearly any field. The idea is that for example, as a graphic designer, you can benefit from using the way of thinking that Service Design promotes.



2011: Exposing the Magic of Design

Now we go back to some more theoretical work. In 2011, Jon Kolko published “ Exposing the Magic of Design: A Practitioner’s Guide to the Methods and Theory of Synthesis ”. The book aimed to help solve problems in our modern context, with its unprecedented levels of ambiguity and chaos. The book highlights methods for problem solving inspired by the field of design, or if you want, Design Thinking. The book is interesting as it shows new approaches that aren’t in the typical Design Thinking or Service Design toolbox.



2011: Civic City

In 2011, Ruedi Baur founded the Civic City Institute in Geneva, Switzerland. In an interview with the newspaper Le Temps, Ruedi explains the context in which this institute wants to act: “The city of today is confronted with a lot of challenges without a proper solution or the solution cannot dissolve every problem or is not really answering on the real problematic of the lack of civism. Violence, xenophobia, vandalism or abuse: all effects of a unsatisfied social together where it is expected that a designer who is working in the neighborhood can probably find a solution. Finally it is quite easy to act on these dead public places and to make them livable”.

The Civic City Institute also has a deeply multidisciplinary approach — it includes designers, architects, sociologists, political scientists, geographers, urban planners, to name a few.



2011: First Service Design Jam

Let’s leave Europe and head for the United States. We are in 2011 and in the great city of San Francisco, where the Service Design Global Conference takes place. In this event that celebrates the power of the service design community, the first Service Design Jam also takes place.

A Service Design Jam is like a hackathon. Teams gather for 48 hours to create exciting new services that respond to a given theme. The first jam had 1200 participants in more than 50 cities who created around 200 unique services around the theme (Super) HEROES. The initiators of this event are Markus Hormess and Adam Lawrence of the company WorkPlayExperience.

The service design jam takes now place every year and you can join it locally.



2013: Book: Service Design: From Insight to Inspiration

This is an important year, especially for me. In 2013, the book “ Service Design: From Insight to Inspiration ” was published. This book, written by Andy Polaine, Lavrans Løvlie, and Ben Reason (remember Liveworks) made me discover Service Design and inspired me to embark on a master’s degree in this field. It was the start of something that would grow to become a passion. It is due to this book that I discovered that design wasn’t limited only to aesthetic features but could solve real problems for real people. Later, I followed the master’s program in Service Design offered by the Hochschule Luzern (HSLU) in Switzerland, where Andy was the main teacher. So, after having read his book and having had the pleasure to follow his courses, I can definitely recommend that you check his writing on his personal blog. Today, Andy is the Regional Design Director for Asia-Pacific at the Innovation Consultancy Fjord.



2013: Another Master’s Course in Service Design

Another master’s course focused on Service Design started in 2013 at the Delft University of Technology in the Faculty of Industrial Design Engineering. It is again in a Northern country, this time in Netherlands, that Service Design finds its way as an academic curriculum.



2015: A European Service Design Initiative

Back to the academic side. A joint European training network was created in 2015. It was called “ Service Design for Innovation ” (SDIN). This network for early stage researchers will run until the end of 2018.

Such European initiatives that bring Service Design into the academic world are again a good sign for our industry.



2015: Practical Service Blueprint and Practical Service Design

The Service Blueprint, as I said previously, is maybe the one tool with which service designers could live without. In 2015, Erik Flowers and Megan Erin Miller came up with an updated approach for creating such a blueprint under the name Practical Service Blueprint.

Their method for creating a blueprint is inspired by the Kanban methodology and makes the creation of a blueprint much simpler for people who have recently discovered the field. Erik and Megan created a large community of practitioners and enthusiasts who not only share information and tips about blueprinting but also about Service Design in general. Their slack group constitutes one of the very interesting and active communities that you should definitely check out if you are also passionate about the topic.



2015: Ethics in Research

Do you remember Jane and David, the IDEO fellows? In 2015, David M. Kelley and Jane Fulton Suri published a book titled “ The Little Book of Design Research Ethic s ”.

Here is how the authors describe their book. “This book is a guide on how to seek and share insights about people’s lives in an ethical way. Though it was originally created for IDEO designers, we realized it offers practical guidance to a wide range of situations where people’s trust and respect are at stake.”.

I add this book here as I have noticed that the ethical question is more and more embedded in the work of the service designer of today. Jane and David look at the ethical question when we are in the research phase. But the ethical question becomes more and more important in the creation of new services, especially for digital services that cause people to get hooked to them (we could perhaps go on for pages if we start speaking about the GDPR law, but maybe we will do that in a later version of this book).



2016: Service Design Day

2016 is another of those very symbolically important years. It is the year when the Service Design Day is celebrated for the first time. So, there is now an official day to celebrate Service Design, and it is the first of June. This day of celebration was created by the Service Design Network in 2016. On this day, service designers all over the world try to show their love and passion for the field, especially on social networks to create some awareness about the field for those who don’t know about it yet.



2016: Design Sprints, a one-week taste of Service Design

For the next two historical events, let’s get practical and focus on tools. The first Design Sprint took place in 2016. This process was created by Jake Knapp, John Zeratsky, and Braden Kowitz. The Design Sprint is a process that makes it possible to tackle a problem in 5 days. In short, the process works as follows: “Monday, you’ll map out the problem and pick an important place to focus. On Tuesday, you’ll sketch competing solutions on paper. On Wednesday, you’ll make difficult decisions and turn your ideas into a testable hypothesis. On Thursday, you’ll hammer out a high-fidelity prototype. And on Friday, you’ll test it with real live humans.”

This process is very interesting as it is basically a Design Thinking or Service Design process condensed into a work week. I believe that such a process makes it possible for companies to experience Service Design process with a consultancy for the first time. Of course, you won’t solve everything in one week, but you can tackle some very interesting problems. Such a process is also great as it brings all stakeholders together for one week.



2016: IBM Design Thinking Toolkit

In 2016, IBM makes another big bet on Design Thinking for its future development by developing its own Design Thinking toolkit. Until January, 2016 “more than 10,000 employees have gone through the IBM Bootcamp where they learn about the loop and other tenets of IBM’s design thinking framework”.

When you have a giant like IBM who adapts a methodology like Design Thinking, which I consider to be the big brother of Service Design, as its own, you can believe that it will result in huge impacts for the other huge companies IBM works for. Thereafter, Design Thinking becomes a must-know tool or approach, or at least a topic of interest, for many.



2017: Trainer Accreditation for Service Design

This will be the last symbolic event for this tiny history. In 2017, the Service Design Network created one of the first internationally recognized accreditations for our field. The accreditation was called the “ SDN Accredited Service Design Trainer ”. The goal of this initiative is to establish its members “as a highly qualified trainer, bringing transparency and trust to a rapidly growing market.”
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Today and Final Words

Many other points could have been included in this history of service design, but maybe then it wouldn’t have stayed tiny. The one thing we can say is that Service Design is a field that has matured to a certain degree as it has accomplished many of the basic elements that transform an idea first into a real field of study and then into a movement that spreads through the world.

We see that Service Design is slowly becoming a buzzword in the same manner as Design Thinking has been a buzzword in the last years. I see this primarily with happiness, but I also see reason to be slightly critical — when I see, for instance, that classical design agencies now explaining that they provide service design just to market the same products with a new, fancy name. But this is also a good sign. When the laggards start to just copy the terminology to keep their customers, you know that an idea has had a real impact on the world.

Of course, there is still much to be done to make the field better known to the clients who would benefit the most out of it. What I hear while conversing with professionals and professors of Service Design is that they believe that the time for a peak is definitely near. So, let’s hope that this isn’t only optimism and that these prophetic ideas will really happen.

Writing a tiny history of service design was definitely an interesting experience for me; it taught me a lot about the field I love. By going through the booklet again and again, I realized that I would love to add more elements and interesting events to it — the creation of Adaptive Path, the impact of the Personal Computer, the scandals that took place in the last month about Facebook that created a wakeup call for many users of digital services, to name a few. I could have talked about the GDPR law and why it is a great thing for service designers, and I could have talked about accessibility, besides so much more. Maybe I should repeat this exercise — of writing a history of Service Design — in a few years to add all these events and many more things that I will have discovered by then to have had an impact on my passion.

The best thing that could happen after you have read this book is that you try to create your own little history of your field, and if it is about Service Design, then make sure to send it out to me as well!
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Tools and process

For those interested in the behind the scenes, this book was written in Apple Pages, both on a Mac and an iPhone, and then exported as an e-book directly from this software. A print version of this booklet exists and is printed by the print-on-demand service, blurb.com. Some initial proofreading was done with Antidote, a wonderful Mac software for people like me who do make many mistakes when they write.

The writing of this book took approximately six days. About two days for the gathering of the notes. Two more days were used for the writing of the first draft. And about one more day for passing through the book several times to make it a bit less terrible.



Artwork and typefaces

Plato. Etching by D. Cunego, 1783, after R. Mengs after Raphael.

Optima is used as the paragraph typeface and Avenir Next is used for titles in the ebook and paperback version.



Copyrights

This book was first published under the Creative Commons Attribution-Non Commercial 4.0 International License in August 2018. So, feel free to reuse the text and have fun with it.
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