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Lecture Outline

[ Topics ]
e [ssues in product and service designs
e Design process
¢ Tools for service design

[Leaming Objectives ]

¢ Understand critical issues in product & service design

[ Reference ]

* Roberta Russell & Bernard W. Taylor, (2009), Operations Management
along the supply chain (CHAPTERS 4 - 5) Ed 6, John Wiley &Son
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To this...

What drives these changes?
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Bicycle for the learner...
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Categories of New Products

New-To-The-World

New Product Lines
Six /
Categories /—. Product Line Additions

of
New

Improvements/ReV|S|ons

Products
AN b Repositioned Products

Courtesy of Dr. Atthawit Techawiboonwong, College of Innovation, TU
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New-Product Development Process

\

!
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New-Product Strategy
Idea Generation
Idea Screening
Business Analysis
Development
Test Marketing

o

g -

Commercialization

New Product
Courtesy of Dr. Atthawit Techawiboonwong, College of Innovation, TU
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Linear models of innovation

Technology push

Research afid Manufacturing Marketing  — User
development
Market pull
Marketing e > Manufacturing — User
development

Source: Trott P., Innovation Management and New Product Development, 2008

Courtesy of Dr. Atthawit Techawiboonwong, College of i
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The simultaneous coupling model

Research and
development

Manufacturing

Marketing

Source: Trott P., Innovation Management and New Product Development, 2008

Courtesy of Dr. Atthawit Techawiboonwong, College of Innovation, TU
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Design Process

suppliers R&D Customers
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Marketing —— | irerk ~——— Compatiton
| Product Concept
Feasibility
study

Parformancs

specifications
Rapid
profotyping

Form design
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Idea Generation

Competitors

New
technological
developments

Factory
workers

Company’s
own R&D
department

Idea
Generation

Salespersons
in the field

Customer
complaints or
suggestions

Marketing
research

Suppliers
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Idea Generation (cont.)

Perceptual * Visual comparison of
Maps customer perceptions
. e Comparing product/process
Benchmarking against best-in-class
Reverse ¢ Dismantling competitor’s product
engineering to improve your own product
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Feasibility Study

Market
analysis

Performance

Feasibility Economic
specifications

Study analysis

Technical/str
ategic
analyses
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Rapid Prototyping

testing and revising
a preliminary Build a prototype
design model
form design functional design
production design Test prototype
Revise design Retest
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The surgeons
described a
new device for
sinus surgery. One designer
grabbed a marker, a film
canister, and a clothespin and
taped them together. "Do you
mean like this?" he asked.

Servicq Design Process e
Desired Target
service custonmer
experience
Service Package

Phylical Semsual Psjchological
items benefits benefits

f ¥ 1
Perf & Specifications

U 1
Customer Customer
requlr‘m expe\:'talw:hns

Customer |—— Design Specifications — m

Provider Costand fime
Activities Faciliies .y astimates
f
— Delivery Specifications

Schedule Deliverables Location
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5-Stage
Framework in
service design

Source: Jones & Samalionis
(2008), “From Small Ideas to
Radical Service Innovation”,
Design Management Review,
Vol. 19

The x-xis shows the continuum from “focus on customer desirability to “focus on business viability ond technical feasibility.”
The y-ais shows the continuum from “looking ot existing realities for inspirafion” to *letfing go of the existing realities to
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envision on altemative world.
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Tools for Service Design

Service blueprinting Servicescapes

e line of influence
¢ line of interaction
¢ line of visibility

e line of support

® space and function
¢ ambient conditions
e signs, symbols, and artifacts

Front-office/Back-office activities Quantitative techniques
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Service Design - Service Innovation

Re-engineering - Re-branding

TMB

surnisnmsing
TMB BANK

Courtesy of Dr. Atthawit Techawiboonwong, College of Innovation, TU
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+ BusinessWeek Interviews Kara Jehnsen + Bill Moggridge Wins for Achi
- Gentry Underweed at Enterprise 2.0 + David Kl
+ IDEO Introeduces PATTERNS < Tim Brow
+ Paul Bennett on ‘Survival of the + Reframing Recession
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(@] wr ARE A GLOBAL DESIGN CONSULTANCY. WE CREATE IMPACT THROUGH DESIGH

PATTERNS—
DESIGN INSIGHTS
EMERGING &
CONVERGING.
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Case: IDEO Product Development
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IDEO Product
Development
Teaching Objectives
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eIntroduce the notion of an innovation or
development system

*Holistic view of development process
A system consists of several
interdependent elements that have to
be carefully optimized to work together.
*Expose students to experimentation
and prototyping the ‘IDEO way’ as an
integral activity to product development
and organizational/ system change

© Karndee Leopairote 2010 |

Aim for the followings:

1. How would you characterize IDEO's process?
- Organization
- Culture
- Management

2. Decision point: should IDEO
a) Accept the Visor project as is (on a dramatically reduced
schedule)?
b) Should they try to persuade Handspring's management to
change its aggressive launch schedule?
c) Or should they simply decline the project?

© Karndee Leopairote 2010 |
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