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ABSTRACT /EN

Since 2016, Chinese government had regarded innovation and design as two important
national strategies. At the same time the government launched a series of guiding reports and
policies, advocating that traditional Chinese manufacturers should conduct the servitization of
manufacturing and traditional service industries should realize modernization as soon as pos-
sible. More and more enterprises were aware of the importance of changes and potentials of
design, recruiting more designers or paying more on design consultant companies than before.
Therefore, as a new design discipline focus on system innovation and design, PSSD has possi-
bilities to fulfill the needs of both government and industry. To Chinese designers, development
of PSSD is a good opportunity to them as well.

However, to PSSD, the recognition of Chinese people is limited. Recently, PSSD was only
known among a small circle in China, even if lots of people actually have done many things
related to PSSD. A good example is a very popular concept called “new retail”, whose concept
is similar with PSSD although it only was used in retail industry. So, PSSD in China is a topic
worth to be discussed and developed. What is the current status of PSSD in China? What are
possibilities of PSSD in China? What Challenges is PSSD facing or would face in China? And
how to develop it? These questions are about to be answered in this thesis.

The interview was the key method used in research. The interviewees consisted of po-
tential stakeholders such as designers, professors, entrepreneurs, managers and governors
in government. The related books, papers, cases or websites mentioned by interviewees were
collected as extensions. The research outcomes, results came primarily from perspectives, ex-
periences and insights given by interviewees. Then according to the results, a design concept
for PSSD development in China | proposed, aiming to link PSSD to academic, industry and
government, to form a PSSD network and an eco-system to facilitate the development of PSSD
sustainable and continuously.

KEYWORDS: PSSD, Current Status, Design for Development, In China



ABSTRACT /IT

Dal 2016, il governo cinese ha considerato I'innovazione e il design due delle strate-
gie nazionali piu importanti. Allo stesso tempo, il governo ha lanciato una serie di relazioni e
politiche di riferimento, sostenendo che i produttori tradizionali cinesi dovrebbero condurre la
servitizzazione della produzione e le industrie di servizi tradizionali dovrebbero ammodernarsi
prima possibile. Sempre piu aziende erano consapevoli del’importanza dei cambiamenti e del-
le potenzialita del design, reclutando piu progettisti o investendo di piu su societa di consulenza
progettuale rispetto a prima. Pertanto, come nuova disciplina focalizzata sullinnovazione e sul
design del sistema, PSSD ha delle possibilitd di soddisfare le esigenze sia del governo, sia
dell'industria. Lo sviluppo del PSSD ¢ allo stesso tempo una buona opportunita anche per i
designer cinesi.

Comunque, la popolazione cinese riconosce il PSSD in modo limitato. Di recente, il PSSD
era conosciuto solo a una piccola cerchia di persone in Cina, anche se molte persone hanno
effettivamente realizzato molti progetti legati al PSSD. Un buon esempio € un concetto molto
popolare chiamato “new retail”, il cui concetto € simile al PSSD, sebbene sia stato usato solo
nell'industria della vendita al dettaglio. Quindi, il PSSD in Cina & un argomento che merita di
essere discusso e sviluppato. Qual & lo stato attuale di PSSD in Cina? Quali sono le possibilita
di PSSD in Cina? Quali sono le sfide affrontate o che dovrebbe affrontare il PSSD in Cina? E
come svilupparlo? Queste domande saranno discusse in questa tesi.

L'intervista € stata il metodo chiave utilizzato nella ricerca. Gli intervistati comprendevano
potenziali stakeholder come designer, professori, imprenditori, manager e uomini di governo. |
relativi libri, documenti, casi o siti web citati dagli intervistati sono stati raccolti come estensioni.
| risultati della ricerca provengono principalmente da considerazioni, esperienze e approfon-
dimenti forniti dagli intervistati. Quindi, in base ai risultati, € stato proposto un concept di pro-
gettazione per lo sviluppo del PSSD in Cina, con I'obiettivo di collegarlo a livello accademico,
industriale e governativo, per formare una rete e un ecosistema per facilitare lo sviluppo di
PSSD in modo sostenibile e continuo.

PAROLE CHIAVE: PSSD, Stato attuale, progettazione per lo sviluppo, Cina
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1. INTRODUCTI




1.1. Background

Every people know China is a typical manufacture-based country. A huge numbers of fac-
tories are located in different parts of China and countless manufacturing workers are making
a living in manufacture industry. “Made in China” has became a brand that is famous over the
world (Figure 1.1). Nevertheless with the progress of time, according to BBC report in 2016, a
crisis for Chinese manufacture industry had emerged. The first problem is “people”. In 2010,
14 manufacture workers who worked for Foxconn jumped to death because they cannot bore
the different kinds of stresses in factory. This incident sounded the alarm for the whole Chinese
manufacture industry. Many manufacturers started to care more about the experience of their
workers. They paid more and more money for workers at the same time balanced the work-
load for releasing the work stress. Based on the report from Oxford Economics in 2016 (See
figure 1.2), nowadays the cost of one worker in China has been three or four time as much as
8 years ago. Compared with the USA, the advantage of human costs has been reduced to 4%.
This means, for reducing manufacture cost, the Chinese manufacturer cannot just only think
of the usage of cheap labor force any more, but thinking beyond, for example, combining new
information and technology, optimizing staffing, and framing a advanced resource-saving man-
ufacture system.

Innovation and branding are other two
big issues for Chinese manufacturers. One of
my interviewee, a CEO of a Chinese textile
manufacturer, said to me frankly, most of the
Chinese manufacturers earned money mainly
relying on OEM production or copy produc-
tion. The capabilities of innovation and design
were lack. This leaded to the competitive dis-
advantage on product and thus there were
no high profit to support the sustainable de-
velopment. Meanwhile, the insufficient con-
sciousness of brand resulted in the compet-
itive disadvantage in terms of market. Some
Chinese first well-known brands can lived well
through low-price strategy, but once the first
well-known international brands reducing the
price, they still would be hard to find a posi-
tion in market. They cannot won advantag-
es whatever in aspect of design or service,
sometime these Chinese first well-known

brands only continued to decrease the price Figure 1.1: Source: http://blog.tutorming.com
to seize the share of the market of second
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Figure1.2: Source: Oxford Economics

brands. Second brands thus adjusted the price downwards as well to seize the share of the
market of third brands. Destructive competition of the price was a common phenomena in China
and limited the positive development of innovation and branding which formed a vicious circle
in manufacture industry.

As recently the Chinese government strengthened the supervision of environmental pro-
tection, the most of Chinese manufacturers who had no awareness of environmental protection
were affected to various degree. For example, at the end of 2013, almost all the electroplating
factories in Shunde (a Chinese area) were required to close and adjust, because they did not
meet the standards of electroplating and effluent discharge. Now with the increasingly stringent
monitoring, it is estimated that there are no electroplating factories in the developed areas of
the Pearl River Delta in 5 years. All of them will be moved to remote areas. The electroplating
production costs would have 5% raises. Therefore, to management layer of manufacturers, in
addition to people, product innovation and branding, they also need to take sustainability into
account. This issues drive them to rethink the whole manufacture system and to pursue a meth-
odology to update the system.
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Figure1.3: Source: National Bureau of Statistics China



National Bureau of Statistics of China indicated that in 2017 (Figure 1.3), the added value
of the service industry was 4,270.22 billion yuan, accounting for 51.6% of the country’s GDP;
the growth rate of the service industry was 8.0% over the previous year. This means China is
experiencing a fast transition from manufacture-oriented economy to service-oriented economy.
In China there are some cases that can be regarded as good example in service industry, such
as bike sharing, Alipay, express delivery and so on, but viewing the situation as a whole, prob-
lems in service industry are more obvious.

Compared with western countries, China has not built a sound service system and prin-
ciple. Chinese government, enterprises, organizations and individuals lack the understanding
of service value. Almost of them do not know what is service philosophy what is service aware-
ness, which affects the construction of positive service culture. Besides, the weak innovation
capability enable many Chinese service-oriented companies to loss the market competitive-
ness in the global. Thirdly, because of the low level of the urbanization, China has a serious
problem in terms of unbalanced development between urban and rural area (Figure 1.4). Most
of the time people who are living in villages cannot enjoy the as balanced services and public
welfare as urban families. Consequently, to Chinese modern service industry, it is necessary
to cultivate an innovative and moral service culture, through the design of service system and
strategy.

Figure1.4: Unbalanced urban / villige public service in China
Source: http://news.ifeng.com
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1.2. The Possibility of PSSD in China

In past 20 years, design in China is transferring from serving only for traditional manufac-
turing industry to for tertiary industry in terms of financial industry, tourist industry, insurance
industry, entertainment industry and so on. The role of designers plays is also shifting from
beautifying tangible things based on its function and enabling them to sell well in market to
considering intangible things like service and interaction for enriching customer experience,
managing better stakeholders relationship and promoting the brand image of company. The
meaning of design has been of diversification compared with before, which drives more and
more Chinese to realize that the design industry has been an indispensable component of
industry chains which could make a difference to future Chinese economy and society.
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Figure 1.5: Source: IMF WEO Chart June 2015

World economy is shifting from the manufacture-oriented economy to service-oriented
economy. As the centre of manufactural industry of world and a country with the second high-
est GDP currently (Figure 1.5), in 5-10 year, when Chinese economic structure move fully to
service-oriented economy, the model of development and changes of structure of industries
which can have economic and social impact to global will definitely become the focus of the
world. Thus the emerging design subjects: service design, product-service system design, have
drawn the attention of lead Chinese enterprises. Especially among enterprises of internet in-
dustry such as Alibaba or Tecent who are developing top internet service by a series intangible
service and tangible products combined with advanced technology, the thinking and method
of product-service system design has been applied into practice partly or integrated into the
development and design process in alternative way.

In China, social problems are serious because of the high-speed social transition and de-
velopment. And, at the same time, the growth potential of social problems is great.(Wu Zhong-
ming, 1997). In these problems, the environmental problems, urbanization, and aging population
are especially obvious (Figure 1.6). Social innovation based on people’s life has been regarded



as one of great solutions for theses challenges. More and more social innovation projects that
focus on special crowd such as the old and the disables have been practiced by related organi-
zations and companies, having a considerable influence not only in Chinese society. Obviously,
the knowledge of product service system design has been applied by Chinese people naturally
even if this subject did not be formed well in China. Thus, clarifying what is product-service sys-
tem design for Chinese and making a principe of PSSD that fit for the situation of China could
create many positive possibilities for not only Chinese future but global future.

Environmental Aging Urbanization
Problems Population

Figure1.6: 3 main social problems in China
Source: http://www.lancaster.ac.uk/social-futures/2017

1.3. Why this Research?

Nowadays, in campus of polytechnic of Milan, more and more Chinese students who
come and learn product service system desig. This phenomenon is not only appear in poly-
technic of Milan, in other universities, where also launched the course of PSSD, such as Royal
College of Art the number of Chinese students is growing. But after graduation, beyond 90%
of them chose to back their hometown and find a relative job like user experience design, user
interaction design or still industrial design. The people who really contributes to the develop-
ment of PSSD was few. One reason is in China people do not know the product-service system
design. Almost all Companies have no this job for related designer. Another is compared with
design knowledge, Chinese people prefer to follow the things like artificial intelligence or share-
economy, which could bring the visible profit in short time, but the value of product-service
system design is hard to measured. In the context, these students lose the attention to PSSD.

As a student of Product-Service System Design, | was extremely like the design thinking,
design process and advanced service design knowledge learned in courses for problem solving
and willing to continue this career to get more PSSD knowledge at same time to apply it in prac-
tical projects. In China, what | thought is a big challenges, but from another angle to see, it is
also a big opportunity. Understanding the Chinese people’s behavior and attitude, knowing their
potential needs to PSSD, making the principle of PSSD in Chinese context, then clarifying them
and promoting the development of PSSD to support solving problems in China is meaningful
and a responsibility as a Chinese PSSD student.

11



2. PSSD - ANEW
DISPLINE IN CHI



2.1. Few People Know PSSD; Someone
Know But being with the Suspect Attitude

As a country with deep cultural heritages, China owns broad and profound art culture,
craft culture and so on. Nevertheless because Chinese industrialization process was slow, the
design culture is kind of lack. When Chinese people talk about design, the first thing into their
mind is graphic design, interior design or industrial design. They were not familiar with this word,
which made them always cannot identify the difference between art and design. The national
label “Made in China” but not “Design in China” is the best reflection that nowadays China has
not yet set up a society where is filled with the design culture and innovation culture.

Absolutely, PSSD is as a emerging design discipline, almost no one ever heard of it in
China. During studying period in Politecnico di Milano, for projects, | since did some interviews
for some Chinese people. These people consisted of students, professors, designers, entre-
preneurs, government workers and so on. When | mentioned that do you heard of the product
service system design, their answers are totally “no” even if some of them are in design industry
and know the service design.

The more disappointing thing is, when | explained patiently for them what the PSSD is
and why the PSSD matters, most of them showed an expression of incredulity. They suspected
that the value the PSSD could bring, its practical applicability and the necessity of the PSS
designers. For example, at last year, for Salone del Moblie, | gave a reception to a Chinese
entrepreneur who is a manager of a famous furniture brand in China. When we talked about the
product service system design, he just told me that he heard about it and thought this subject is
useless in China. The first reason was that the market is not immature; the 2nd was this subject
was more theoretical but less useful, he thought in China the business development needed
more applicable knowledge or technology such as advanced materials or artificial intelligence
but these disciplines with Imaginary theory such as the PSSD; For this thesis, | also had a talk
around the PSSD discipline with my previous boss, who was a professor as well as an success-
ful entrepreneur. Because he studied IT in France and then worked in the USA for many years,
he also knew about this subject and agree that the product service system should be designed
and it would matters in future. However he admitted as the successful practical cases of the
PSSD were lack and most of people involving himself had no confidence for this subject. No
confidence meant no investment, no investment meant no development.

In short, to view from my experiences, the product service system design now is in almost
blank stage in China. Weak design and innovative atmosphere makes Chinese people to be
insensitive and unconfident on the new design disciplines. For pursuing the short-term profit,
Chinese people care more about the design knowledge in the first and second orders of design
such as graphic and industrial design(Buchanan, 2001), but ignore the potential value of the
third and forth orders’ design which focus on interaction and whole environment such as the
service design or the product service system design.

13
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2.2. References and Platforms about the
PSSD are Lack and Immature

When entering “product service system design” in Chinese in Google Scholar, there is
only one paper which is relative with this subject. The title of it is “Designing for Chinese Social
Innovation: Design of Sustainable Lifestyle and Product Service System”, written by Gong MS,
who is a doctor graduating from Politecnico di Milano. The more interesting thing is, if searching
the original concept “product service system (PSS)” in Chinese in Google Scholar, no relative
result would be found. In Baidu Scholar (the biggest Chinese searching engine), the relative
papers about PSSD have eight, the papers about PSS have around twenty. Aimost of these
papers mainly introduced the PSSD or PSS simply and discussed one specific industry from
the PSSD or PSS’s perspective, using the existing PSSD or PSS knowledge, but there are no
papers focus on the academic and theoretical research on PSSD or PSS disciplines.

Searching results in differnt Chinese popular serching engines

GOOGLE BAIDU
GOOGLE SCHOLAR BAIDU SCHOLAR SOuUGoU BIYING

97 1 89 6 69 12

Figure 2.1: Searching results (December, 2017)
Source: Google, Baidu, Sougou, Biying

In any searching engine, the numbers of results of the product service system design in
Chinese are not beyond ten pages (Figure 2.1). These results even include questions people
asked in some platforms, such as “what is the product service system design?” or “How to apply
the PSSD of Polimi?” As respects publications, 0 Chinese book about the PSSD can be found
in DangDang website (the biggest Chinese on-line books shopping website), while there are
around 15 different books available about the service design - the similar discipline with PSSD,
even if more than half of them are translation version. In the Chinese social medias, such as
WEIBO (Chinese twitter) and Wechat, topics or articles in terms of the PSSD are more than
results in the searching engines, but still few.

e0e0 < “ servicedesignchina.org ¢ h | a

Bad Request (Invalid Hostname)

Figure 2.2: Now servicedesignchina.org has became a invalid website
Source: www. servicedesignchina.org

In addition, the number of platforms that can contribute to the development of the PSSD
is zero as well. Currently, because the service design developed better than the PSSD in
China, the platforms that focus on developing the service design are more, which makes the
concept of the PSSD only can be developed or spread relying on these platforms of the service
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design. However, almost of these platforms
stopped running and updating since two or three Senvice
years ago, the quality of these platforms are not
good as well. www.ervicedesignchina.org is a
website which focus on diffusing the knowledge
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line platform which aimed at learning, sharing and

being inspired on how Service Design can have
an impact on organizations in China, but the real
contents actually just are some links attached to
other english website about the service design
such as www.servicedesigntools.org. The news in

Read more

Service Design Drinks at Migas Bar

We are service designers working in China willing to share with others

this p|atf0rm were last updated on Nov 19, 2013 experiences and ideas. We would like to aise inteest n the discpline, as well
as facilitate the first steps to new practitioners.
(Figure 2,3), Moreover, without VPN, Chinese gm‘ From time to time we hold some meetings in Beijing as well as other activities
ur events related with the service design community.
people are hard to visit the foreign websites to e Want tokeep updted sbout fture events and news? o us now!
access some information they hope to know, Looking to introduce yourselto Service Desiga?, we are working on our own
. ‘materials but have a look by now to this useful resources:
which means they even cannot use google to D T

search more articles or papers about the PSSD.

Consequently, the product service system ©2012-2018 Service Desiga China
deSIQn has not entered Chinese people s field Figure 2.3: Outdated and rough information platform
of vision yet. Even if some people have a desire Source: http://www.service-design-china.com
to acknowledge this subject, they cannot find a
appropriate way to touch with it.
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3.1. The Concept of the PSS

The term “product-service systems” was first convincingly established in 1999 by Goed-
koop et al. (1999). Goedkoop et al. regarded the PSS as “a marketable set of products and
services that is capable of jointly fulfilling a user’s need.”. Furthermore, in order to fulfill the
customer requirements, the effective and efficient interaction between the products, services,
producers or service providers and consumers in the system is quite essential. Speaking other-
wise, PSS throws emphasis on the consideration of the use of products but not on the product
itself and on the relationships between peoples but not on merely the consumers. With the help
of it, the complete ecosystem could be developed for the satisfaction of different needs from
different stakeholders in different environments. In addition, PSS deals with the sustainability. A
well-designed system involving the products and services always exerts a lower environmental
impact as compared with the conventional corporate models (Goedkoop, M., 1999). Accord-
ingly, the PSS can be termed as a systematic perspective or innovation strategy (Manzini, E.,
& Vezzoli, C., 2003), which is applicable by the Governments, companies, organizations and
even individuals for the purpose of pursuing better or new function fulfillment, economic value
and social value.

As regards different people, the PSS plays different roles (See figure 3.1). In respect of
the consumers, the product-service systems imply a shift from buying products to buying ser-
vices and system solutions (Mont O, 2002) that is capable of enriching or upgrading their using
experience to the maximum consumers’ satisfaction. Together with the mean of solutions, in
a sense, the PSS can be an attitude for the prospectively greater life. For instance, in recent
times, as suggested by some reports, the consumers are transferring their attention on the
environmental issues slowly and steadily; moreover, the sustainability, which is one of the key
attributes of PSS, could cater to the consumers’ potential psychological needs for green living.
In respect of the producers and service providers, the product-service systems suggest a higher
level of attention for the product/service’s full life cycle, the quality management of relationship
with customers and partners and the early engagement of the consumers in the design of the
closed-loop system. (Mont O, 2002). The benefits that are likely to be introduced by PSS in-
clude the economic success with minimized time and resources consumptions, loyalty access
from the customers and partner and the competitiveness in the market. In respect of the society,
the product-service systems imply the minimum issues as a consequence of the waste of both
the social and environmental resources. In the meantime, it is capable of fostering a contem-
porary design culture possessing potential to facilitate the positive development of innovation.

Despite the fact that the PSS is considered by the people to be a new and useful con-
cept capable of supporting the future development of a company or an organization, other
than the companies or organizations that are working in the service sector, yet there are still
limited enterprises interested in doing the transition from the original manufacturing company
to PSS providers (Beuren, F. H., et al. 2013). The key reason suggests that offering a PSS is
associated with consciousness and behavioral changes of all the stakeholders in the system.
The PSS providers would assume higher responsibility and risk in terms of time and money for

17
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Figure 3.1: Thinking transition to different roles

the implementation of this innovative system. But once the great communication with both the
consumers and partners regarding the novel ideas of the PSS is carried out by the providers,
followed by identification and use of the system, the stakeholders, products and services would
truly bond together. On the bases of that, continued improvement of the supply becomes more
convenient to be executed by the better equipped enterprise (Kimita et al. 2009).

3.2. Design for the PSS

As suggested by Richard Buchanan (2001), the design possesses 4 orders ( See figure
3.2). The fourth order is the design for the environments and systems. He threw emphasis on
the fact that the systems thinking in design field requires focusing on the human systems, the
integration of information, physical artifacts and interactions in the living, working, playing, and



learning atmospheres. Speaking otherwise, the key points of environments or system design
are the ideas or thoughts of organization of a system or environment and the expression using
the symbols or illustrations that make the people capable of personally experiencing a system
or environment. The design for the product/service systems is included in this fourth order of
the design. It is the consideration for every element in a product/service’s complete life cycle.
Accordingly, the PSS design requires the designers to organize the tangible products and intan-
gible services into a visible system that is identifiable by the stakeholders, meanwhile catering
to their needs.

@

SYSTEM / ENVIRONMENT
DESIGN

(:) INTERACTION DESIGN

B PRODUCT DESIGN

GRAPHIC DESIGN

Figure 3.2: 4 oders of design

There are 3 important points that are suggested for consideration in the PSS design pro-
cess (Morelli, 2006). These points can also suggest the design direction as well as working
contents of the PSS designers (See figure 3.3). The first one deals with the identification of the
actors involved (companies, institutions and final users) in the network. At this point, the individ-
uals or groups possibly capable of impacting the system or being impacted by the system, to-
gether with their various demands require being identified on the basis of the defined analytical
frameworks. It is termed as quite important for the fact that it decides the quality construction of
the human system, constituting the core element of the PSS design. The second one involves
envision of scenarios and use cases, supporting the clarification of the actors’ roles, interac-
tions, sequences of action, and physical artifacts that could be put to use in the system. The
last one is quite clear and logical representation of design of the PSS by design language, i.e.
infographic, and narrative visualization.

Furthermore, PSS is the result of a value co-production mechanism. In the design mecha-
nism, the engagement of both the consumers and partners at the specific stages is considered
quite essential for facilitating the acceptance (Mittermeyer et al., 2010)). In addition, as the
PSS itself is an inter-discipline, discussing and interacting with the stakeholders from different
backgrounds not just benefits the perception of their real demands but also the absorption of
the rich knowledge and perspectives that can open designers’ mind for the latent future inno-
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Figure 3.3: Working contents of PSS designer

vation. Accordingly, the PSS’s effectiveness is based
on a shared environment wherein the vision of the
possible and desirable scenarios can be discussed
together.

As a consequence, the PSSD is termed as
suitable for application in the complex and changed
environments that involve promotion and innovation
needs, for instance, construction of infrastructure for
the government, and exploration of a new market for
an enterprise.

The PSSD, being an emergent design subject,
continues facing numbers of challenges. It does not
have any particular guidelines or principles for sup-
porting the practical use in the design projects. The
specific methodologies and tools, which are capable
of offering the guidelines for the PSS implementation,
are also quite scarce (Aurich et al. 2010). Together
with that, owing to the fact that the PSSD is a de-
sign strategy that can be put in various contexts, the
difference of fields and culture drives that the PSSD
should develop more detailed and targeted design
frameworks capable of fitting the specific contexts.
Eventually, the real cases of the PSSD are few; more-
over, it is not able to completely convince the people
to invest their moneys or resources on the design
even if the people are aware of its benefits.

3.3. Characteristics Overview of the PSSD

Generally speaking, the PSSD can be regarded as follow:



Experience-oriented design method

The product service system design is a user-cen-
tered design. It emphasizes on exploration of values hid-
den in the relationships and interactions between people

and people, people and products as well as people and “ EXPERI ENCE
systems(Yuan, S. T. D., & Hsu, S. T. 2017), in order to

generating the brand new user experience, or promot- 'ORIENTED -
ing the user experience. By means of a set of logically ,
innovative considerations and designs on relationships
and then interactions, the PSSD enable all users (stake-
holders) can feel physically and spiritually satisfied in the
system.

Product/service whole-life-cycle holistic de-
sign principle

The product service system design is not a de-
sign for one people, one product or one service, but
a series of designs for a system. The design objects
should cover all possible value-added elements in a
product or service whole life cycle, including the stake-
holders, products, services, support systems, business
elements and processes, work flow and interactions
(Gokulaet al., 2012). To think and design from the lev-
el of the system, people can breakthrough the limited
thinking only on one product, one service or one space
and then in a new angle to develop more innovative,
powerful and sustainable solutions, dealing with now-
adays more complex behavioral, social and economic
issues.

Co-creation working mode

Similar with the service design, the product service
system design proposes people to design in a crossover
and co-creation way, which offers more possibilities that
design can merge into people’s daily life and the society. .
In design process, it is necessary to have a engagement CO'
of not only designers, producers, service providers but CRE ATION D
also customers. The PSS designer should regard the
customers from as the roles who only can simply receive
results (products or services) to as the roles who can take
part in the creation process. In PSSD, the customers are
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the partners with designers, producers and service providers, which can benefit for operation of
the design, creating higher values for the design.

“ SUSTAINA-

BILITY "

Sustainability-oriented design strategy

Systemically speaking, the PSSD can lead to the
maximum efficiency of a system, though consciously ma-
nipulating the different elements in system and then min-
imizing the potential wastes on resources and energy. A
simple but effective product/service system can promote
the producing and service efficiency thereby saving cost.
Meanwhile, it improves stakeholders’ satisfaction, where-
by the outstanding brand image and corporate image can
be set up, which benefits the sustainability on business.
Environmentally speaking, Manzini argue that sustainable
or eco-efficient product service system design can assists
re-orient current unsustainable trends in production and
in consumption practice (2002). Environmental friendly is
the social responsibility of governments, enterprises and
organizations.



4. RESEARCH
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4.1. Overview

Obviously, PSSD discipline is strange to Chinese people, but in fact many desigh methods
and design thinking involving in PSSD decline have been used a lot in many fields. Thus, For
better understanding the current situation and potentials of PSSD development in China, the
interview for elite Chinese people in different fields is necessary. | regarded the interview as the
main method in this research because it can provide a deeper understanding of social phenom-
ena than purely quantitative methods, like questionnaires. It offers the chance to generate rich
data that can then be analyzed in different ways, which can lead a right direction for the future
design.

The purposes of the interview in this research have two: the first one was to have a discus-
sion about PSSD with interviewees to know their reflection. Through the reflections the points
(thinking, process, methods and so on) overlapped with concepts of PSSD could be found, the
real situation where PSSD placed at in China could be understood. The second was to use
conversation as well as questions with interviewees to dig their insight, looking for the potential
needs for PSSD and where PSSD could bring added-value. As the semi-structured interviews
allows focused, conversational, two-way communication, during the interview periods, in addi-
tion to the planned questions, a set of questions based on interviewees’ answers were added
and discussed , which made the conversation to be more influent and to be easier to get deeper
insight.

Face to face interview can enable interviewees be impossible to think for a long time, in
the mean time the emotion and expression can be observed, so the answer is often reliable and
accurate. Thence, in this research, face to face interviews occupied 90% of all interviews. All
these interviews were then complemented by research into the resources related to the inter-
viewees, including the interviewee’s projects, articles or mentioned references.

After collecting datas from interview research, insights and research outcomes were taken
into consideration, combing the editor’s thinking. Finally, according to “the two dimands“ map
and “5 elements of user experience” map, the design parts expanded.

4.2. Plan of Interviews

4.2.1. Selection criteria for interviewees

PSS knowledge has been thought that it could be useful to 3 uncertain groups. The first
is people in company who can apply PSS into business or management. The second is con-
sumers who can accept PSS and to co-create a better eco-system.The last is people who care
about environment because PSS could minimize the waste of resource and be of sustainability
(Mont, O. 2002). Thus, companies, consumers, governments are 3 key roles who need to be



took into consideration during PSSD development period. PSSD now is at the very being stage
in China, its development needs the attentions, researches and practices form some leaders.
Consumers can assist a subject’s development but cannot lead a development, thus this group
are to be excluded among my interviewee targets. Meanwhile, to know the current situation of
this new discipline, the voices from design academic and professionals who are as pioneers
contributing on its relative researches and practices are important. Therefore, this interview
selected the key person who can do the decisions in enterprises, governments and person who
had did contribution on development of PSSD. The original plan was interviewing five people
respectively from these three groups, totally 14 interviewees, but owing to some reasons, only
2 workers in government accepted my interview.

Enterprises part: Because of the difference of types of companies, the perspectives and
attitude of these companies to design definitely are different. For example, Manufacturers
may care more about product design, while managers in hotels or banks may pay attention
on the service design. The startup company may put the design forward one point such as an
app or a website, while large-scale enterprises may see the design as a strategy conducted at
every links of corporative operation. The traditional industries may consider the design as a tool
assisting industrial transformation or upgrade, while the modern information and technology
industries may use the design knowledge to do the more better expression for their advanced
science and technology. Therefore, for collecting more and different datas, 6 interviewees | se-
lected are from service industry, startup company, conventional manufacture-oriented company
and modern high-tech enterprise with different corporation scales (Figure 4.1). The detailed
interviewees’ information and the selection reasons are described as follow:
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Interviews for Entrepreneurs & Managers

Name Title Organization Name Method Duation ~ Loaction

Shang Guoming  Chief Manager China Merchants Bank  Face-to-Face ~ 30min Changzhou
Stella Hua Sales Manager  Cathay Insurance Face-to-Face 15min Shanghai
Ding Yaping CEO Changzhou Textile Face-to-Face ~ 20min Changzhou
Wu Hanwei CEO CapsuleTech Face-to-Face ~ 20min Shanghai
Wu Wei CEO CynowareTech Face-to-Face ~ 25min Nanjing
Mao Yongxin Chief Manager  Yilong Culture E-mail / Nanjing

Date

30/1/18

3/2/18

1/2/18

2/2/18

23/1/18

20/2/18

Figure 4.1: Table of manager interviewees
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+ Shang Guoming is a chief manager of China merchants bank in Changzhou city,
China. China merchants bank is the sixth-largest bank in mainland China, known as the most
influential commercial bank by Chinese people. The services the bank offering for either indi-
viduals or enterprises are outstanding in China. Shang has worked in this bank for beyond 20
years. as a regional chief manager, he took part in decision making of bank’s strategy design or
service development. Thus, he got rich experience in service industry and been with the unique
opinions on the design, the service design and even PSSD.

« Stella Hua is an east-China sales manager of Cathay insurance company. Cathay
insurance is one of the biggest insurance companies. Hua with her team provide insurance con-
sultation service for different customers everyday, so she always need to manage her service
team and customer relationship in some design way. Specially, she had a deep research on the
design for interactions with customers.

+ Ding Yaping is a entrepreneur who is in charge of a traditional fabric producing facto-
ry. This medium-scale factory located in Wuxi is a typical Chinese traditional manufacturer, from
the design to production to management system, there are more copies but less innovation.
They only relies on large-scale manufacture and then reducing the price to win the competitive-
ness in market. Accordingly, | hope to know that how Bu think of the current situation as well as
the design and what views he have to PSSD.

* Wu Hanwei is as a young novice entrepreneur, just established his a new restaurant
and a new company in 2017. His restaurant focus on the user experience design and the ser-
vice design. Its theme is eating with children together, expecting bring family with a new eating
and playing experience. The business of his company is on developing smart car instruments
and relevant systems. He hoped to using PSSD helping his company to occupy a position in the
market.

« Wu Wei is CEO of Cynoware technology company. His company mainly works on
seeking integrated smart solutions for retail by the combination of softwares and hardwares.
Wu had a long-term working experience in Silicon Valley thus he respects the designers and
emphasizes the importance of “design” and “system” in product developing process.

» Mao Yongxin has his company called Milan innovation design industry company. The
company cooperates with Milan’s design studios and design schools, contributing on linking
the innovative designs of Milan to industries in China. Now, he just is collaborating with design
department of Polimi, hoping to apply the advanced design involving product service system
design in the new urban district development in Nanjing, China.

Government part: In China, an effective policy is regarded as a guideline that can directly
decide one thing’s development and as a solution which can solve a society issue. The policy
makers and researchers in government play a key role leading the society development. Mean-
while, | believe the policy makers/researchers is similar with product service system designer/
researchers, because they both need to provide systemic solutions which can serve organiza-
tions or individuals by way of combination and organization of different resources. Therefore, |
interviewed some policy makers and governors in Chinese government, they are (Figure 4.2):
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Interviews for Policy Makers & Governors (Government)

Policy Research Office
of Jiangsu Government

Lian Zi Manager Face-to-Face ~ 30min  Nanjing 25/1/18

Urbanization Department

Feng Jiang DiEeter of of Jiangsu Government

Face-to-Face 20min Nanjing 10/2/18

Figure 4.2: Table of policy maker and governor interviewees

« Lian Zi is chief editor working in policy research office of the Jiangsu provincial gov-
ernment. She is responsible for editing the policy researches of Jiangsu province and launching
the relevant publications.

+ Feng Jiang is a director in policy research office of the Jiangsu provincial govern-
ment and mainly in charge of the national and provincial policies making and researches for
urbanization.

Academic and professional part: In this part, according to the existing books, papers,
speeches related to PSSD, | found the scholars, professors and professional designers to do
the interviews (Figure 4.3):

Interviews for Professionals

Xin Xiangyang  Professor Jiangnan University Face-to-Face ~ 20min  Wuxi 1/2/18
Gong Miaosen Professor Jiangnan University Face-to-Face 20min Wuxi 1/2/18
Ding Wei Chief Designer ~ Moma Design Studio Face-to-Face ~ 25min  Shanghai 2/2/18
Hu Hon Prof Beijing University E-mail / Beiji 10/2/18
u g rofessor of Technology -mai eijing
Chen Fan Tut Istituto Europeo vid 30min  Beiji 24/1/18
g utor di Design ideo min eijing
San Guo BD ARK Design Studio Face-to-Face ~ 20min  Shanghai 2/2/18

Figure 4.3: Table of PSSD Professional interviewees
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+ Xin Xiangyang is a professor and dean for Jiangnan University’s School of Design
in Wuxi, China. Xin holds a doctorate in design from Carnegie Mellon University with research
interests in interaction and service design, cultural studies and product development. He looks
at how design, as both philosophic topics and professional skills, contributes to transformations
of lifestyles, businesses and societies.

+ Gong Miaosen is an associate Professor and associate dean of School of Design,
Jiangnan University, where he is also founder and coordinator of DESIS Lab_JU. He is the
co-coordinator of DESIS-China network.

« Ding Wei is a founder of Moma design company and vice president of Shanghai
industrial design association. He noticed the relationship between design, products, services
and systems in his book “Amplified Design”. “Design for county” project leaded by him is a early
famous social innovation project in China, promoting the development of many Chinese coun-
ties.

* Hu Hong is an associate Professor of department of Industrial Design Beijing Uni-
versity of Technology. She focus on systematic analysis and trend research based on “industrial
design of industry chain” and attended “Industrial Design Participates in the Transformation of
Traditional Industries” national project. In her paper and books, PSSD apeared a lot of times.

+ Chen Fang, now is a design tutor of Istituto Europeo di Design, was head of the
Cocktail Service Design. She has six years experience of marketing, interaction design and ser-
vice design. Chen is keen to service design and implanting design thinking in creative studies
and organizations.

» San Guo is a Business Developer in ARK design studio, also has the design back-
groud. ARK design is a famous studio in China focus on local user experience design and
service design. Therefore, as a BD, San Guo know the design trend great and has a rich expe-
rience on introducing advanced design knowledge to customers and convincing them.

4.2.2. Interview guide

The interview contents have been divided into three lists of questions based on three
types of interview object. For the managers in company, | think the PSSD can tell them and
relative workers more about innovative whole-product/service-life-cycle design thinking. Thus,
understanding well the situation about how they think of design, how they applied it and their
faced challenges is important for deciding where the PSSD could place in Chinese company.

For policy makers and researchers working in government, the aim of interview is to know
their working process and what problems they have when they design a policy for people. To
government | think PSSD is like a type of design thinking and new working methodology to en-
able them to work smarter and innovative. As a result, the quality and effective policy could be
made. Therefore, the questions in interview are to digging the possibility of PSSD application
in their work.



For professionals | would like to know more about the situation and direction of PSSD in
China from mouth of these pioneers. Asking what they are doing and is going to do for develop-
ment of PSSD as well as challenges of the PSSD development in China can support me to de-
sign something later to have corporation with them and build a network for PSSD development.

4.2.3. ITV template

FOR ENTREPRENEURS AND MANAGERS:

Design awareness

* How do you think of design?

Do you think design matters?

- Did you applied design in your company?

- If Yes, where is the design applied in company? and why? If not, why did you
not need the design.
Challenges

- What challenges is your company facing?

* Did you have some idea to solving them?

- If Yes, what were this ideas?

PSSD awareness

* Have you ever heard about product service system design?
- If Yes, how would you describe it? If not, | will explain what is that.

( Explanation of PSSD )
» Do you think If something in your company’s product/service development
process actually fits the academic definitions of PSSD?
- If Yes, what are they?
Attitude to PSSD
* How do you think PSSD now?
Expectation to PSSD
» Would you use PSSD in your company

- If Yes, where will you use it. If Not, why?
« Are you willing to learn it more and which way do you prefer to learn?

29
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FOR GOVERNORS IN GOVERNMENT:

Background
« Could you please describe your work in government?
Working process and methodology
« Could you tell me how a policy government made in China?
« Could you describe the detailed methods and principle in policy making pro-
cess?
Challenges
* Did you meet some challenges or problems in your working?
- If Yes, what were they?
- If the problems happen, how did you solve them?
The policies about design
* Do you know the policies which support the development of the design indus-
try?
- If Yes, what are they?
Design & PSSD awareness
 How do you think design?
* Did you know product service system design?
« If Yes, how would you describe it? If not, | will explain what is that.

Expectation to PSSD

+ Do you think PSSD could help you to optimize your work of policy making?
* Do you like to know that? and how?

FOR PROFESSIONALS:

Perception

- What is “PSSD” in your eyes?
- What role PSSD should play in design industry?



Background information:
- What is the status of PSSD in China?
Challenges of development:

- What are the barriers and challenges in the development of product service
system design in China?

* How do you think to overcome these challenges?

« What are the factors of PSSD development.

Future trend:

» How do you think of the prospect of PSSD in China?
« Currently how do you contribute to development of this subject and how will
you do in future?

4.3. Data Analysis

4.3.1. Data collection

After interview, all recordings were translated into english notes. Then, based on these
notes, the valuable information were underlined. These valuable information includes the valu-
able perspectives which can answer well the main questions of research, mentioned books,
papers, speeches and websites that can be read extended to support the research and related
case studies that can offer instance analysis and practical certification. The mentioned refer-
ence are as bellow:

Books:

< Report of development of Chinese Service Design >, Hu Hong, 2016, Publishing House
of Electronics Industy.

< Touchpoint: service design in global context >, Wang Guosheng, 2016, Posts & Telecom
Press.

Papers:

< Design for Chinese Social Innovation: A Probe into the Design of Sustainable Lifestyle
and Product Service System >, Gong Miaosen, 2011, Creativity and Design(5), 18-23.

< Thinking about the design effect brought by the design of product service system >,
Zhang Yuhong, Liu Chungiang, 2012, Popular Literature (10), 76-76.

< Research on User Research Methods for Product Service System Design >, Ding Wei,
Zhang Zhang, Liu Wei, 2014, Design (6): 155-156.
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< Development of an innovative food service system based on strategic design >, Peixue,
Li Shiguo, Gong Miaosen, 2014, Packaging Engineering, 35(20), 12-15.

Case Studies:

< Freshhema >, < Design for gift shop of Shanghai museum>, < Changhong smart kitchen
system design>, < Service system design for Hongkong Pok Oi Hospital >, < DIDI >, < Hen-
glong smart jewelry>

Websites:
https://www.service-design-network.org/chapters/beijing
http://www.desisnetwork.org/courses/jiangnan-university-china/
http://www.gov.cn

4.3.2. Getting insights and research outcomes

Valuable information always have many which express the similar key information. Clas-
sifying these valuable information, analyzing, finding the similar key information and then con-
sidering these key information combined with individual’s thinkings was the whole progress of
getting insights. Finally, insights about PSSD situation, possibilities and challenges in China
were accessed and written down as final research outcomes. For making sure the authenticity
and reliability of research outcomes, the related valuable information were attached.

4.4. Idea Generation and Design
Development

After research part, the design part start. In whole design part, “the Double Diamond”
mapped out by BDC was the main method for process of design development. The double
diamond map is consisted of 4 stages: discover, define, develop and delivery. Combing with my
topic of thesis, what | did in different stage will be explained as follow:

Discovery: This stage is equal to the previous research part - noticing the phenomenons,
finding valuable information by different resources and gathering insights. Thus | have had
enough data to go to the next stages.

Deification: Although in research outcomes phase the situation, possibilities and chal-
lenges of development of PSSD in China have been listed and demonstrated very well. But
stepping into the design stage, “Behind the research results, which matters most for PSSD
development in China?” was considered by me further. This stage is more like a strategy plan-
ing stage. Which direction | should go? Which should | act on first? What is feasible under the
current situation? In this stage, the key demands to PSSD and key challenges limited the devel-
opment of PSSD in China was clarified.
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Figure 4.4: “The Double Diamond” Map
Source: British Design Council 2014

Development: “How” is the keyword in the development stage. Brainstorming and dis-
cussing with stakeholders happened often in this stage. Different design tools were used such
as user experience map, service design blueprint, business model canvas and so on. All of
them helped me to generate more and better ideas, to exam the ideas and refine the ideas. The
general design concept was defined here with assistance of way of visualization.

Delivery: In the final stage, design concept was transformed into the detailed and tangi-
ble solutions. The touchpoints in whole service process were designed great, enabling people
to experience in real environment practically. This was also a testing process where | could
receive users feedback for further modification.

Concrete

y
SHSTTE

Apart from “the Double Diamond”, in
stage of designing digital product (application),
the frame of the elements of user experience |
suggested by Jesse James Garrett (2000) was ﬁ
used as the basic design principle. The product
strategy, scope, structure, skeleton and surface I
were taken into design consideration and com- df
municated step by step.
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Figure 4.5: “The 5 elements of User Experience” Map
Source: Jesse James Garrett, 2000
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5.1. PSSD Current Situation in China

5.1.1. Government appeals to advanced design discipline

Most of developed countries regard the design as a part of national development strat-
egies. China also realized the importance of design at recent years, starting to making series
policies for the design discipline development. For real achieve the “design value”, China has
built the national design resource network and database in which all Chinese design compa-
nies, designers and design departments of universities are recorded in it. Every year, the gov-
ernment invested much capital in construction of design industrial park and design education.
At the meantime, a number of great policies were launched to support the design industry for
long-term strategy development.

Every people know China is a large producing country in the world, hence Chinese gov-
ernment like to transfer the conventional impression of “made in China” into the “designed in
China”@. Through developing advanced design discipline, they expect to facilitate product and
service innovation, to create new industrial ecosystem and to satisfy various consumer de-
mand in oder to citizens life quality can be promoted. Chinese “the 12th Five-year Plan” clearly
suggested that China need to accelerate the pace of researching and developing the design
industry, promoting transit of the industrial design from the simple appearance design to com-
prehensive advanced design in terms of product, service, system and strategy. For boosting
the development of cultural and creative industries and design service industries, meanwhile
combining them into the substantial economy, at February of 2014, the Chinese state council
published a book which title is “the guideline of developing cultural innovation and design ser-
vice”. For enabling our country to access the transformation from manufacture-oriented country
to service-oriented country, at July at the same year, the state council launched the another
guideline for Chinese industrial adjustment and upgrading. At last year, national industry de-
velopment department, information department and development and reform commission, all
three together published “the action guide of development of service-oriented manufacturing”.
In addition to national government, more and more Chines local government also recognized
that relying on application of new design discipline such as service design or product service
system design, the government departments’ work efficiency could be improved and the rele-
vant service quality for people could be enhanced. Thereby, under the guideline from national
council, they took the lead in using service design and product service system design to do
something in local areas.

QUOTE

Pro. Gong Miaosen, Jiangnan University

“PSSD and service design atiracted the awareness of Chinese government. Because Chi-
nese government has found the importance of innovation and has regarded innovation as the
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national strategy of development, Chinese enterprises and universities both are learning and
practicing various innovative knowledge and methods covering PSSD in recent decades.”

“Manufacturing service industry is a industry Chinese government like to rapidly develop.
Thus | can say more and more Chinese people will view innovation as the core competitive-
ness in nest decades. | believe whether PSSD or service design, their real values would be
accepted by more and more Chinese people in future.”

Lian Zi, Policy Making Department of Chinese Government

“Chinese government require different local governments to strengthen the connection
between cultural creativity, design services, equipment manufacturing and consumer goods
industries. Promoting the application of creative design elements in the manufacturing

of consumer goods is necessary for increasing the added value, and guide consumption
upgrades.”

Governments encouraged cultural and design enterprises to cooperate with manufacturing
companies in depth, promoting cultural creativity and design services to penetrate into the
whole process of manufacturing product production, sales circulation and promotion.”

Feng Jiang, Urbanization Development Department of Chinese Government

“Government advocate the organic coordination of population, resources, environment and
development by the effective design, realize the homogenization of urban and rural public
services. The designs on products/services, systems and strategies is necessary to access
a cluster, recycling, low carbon, ecological and sustainable urban and rural development.”

5.1.2. Academic circles are in exploring
stage

Since 2000, the large numbers of academic paper were pub-
lished which focus on the research of service system in different
service industry. In aspect of design, at 2002, Jiangnan University
just invited the prof. Brigitte Mager from Technical University of
Cologne to open a advanced industrial design program on the
theme of “ service design”. At autumn, 2008, cooperating with Po-
litecnico di Milano, Jiangnan university held a workshop whose
name is “Chita08: mobile communication and collaboration ser-
vices”, focusing on discussing the social innovation based on mo-
bile communication technology (Figure 5.1). In 2009, on the basis
of DESIS Network held by design school of Polimi, Jiangnan uni-
versity also built up a “DESIS lab” as a branch lab, aimed at setting
a platform where service design, product service system design
and social innovation could be researched, discussed, taught and
practiced. Chinese Tongji university also launched “PoliTong” dou-
ble degree program with Polimi since 2007, in this program, there
have been beyond 200 students from different world who went to
China or ltaly to learn product service system design knowledge.
In 2009, DESIS-China was set up. Six different Chinese famous

Figure 5.1: Photos and students’ works in Chita08
Source: http://dolcn.com



universities took part in and expected to boosting the advanced design education and research
together(Figure 5.2).
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Figure 5.2: Projects in DESIS-CHINA networks
Source: http://www.desisnetwork.org

In fact of that, the development of service design or product service system design in
Chinese context cannot run without the contributions from the Chinese tutors and students who
went abroad and engaged in relevant service design or PSSD courses and programs. When
these tutors and students back China, they started to translate or write some books, papers
about service design or product service system design gradually. Meanwhile, some of them still
attended different international design conference for absorbing new knowledge and better and
deeper understanding these emerging design disciplines then took them to China. The reason
they did like this because they indeed service design or product service system design can
benefit on Chinese conventional financial, manufactural and service industries as well as infra-
structure construction and public service development. Consequently, in a manner of speaking,
Chinese academic world is still in the beginning stage on research of product service system
design. The current result of research is also waited to transfer into the real projects.

QUOTE

Chen Fang, Tutor, Istituto Europeo di Design

“As | know, several famous Chinese design schools such as Qinghua University and Jiang-
nan University were also paid attention on PSSD and did relative contribution on it. But you
also can see the effect of development was not obvious because in fact they did not have a
continuous researching or practice outputs for PSSD. ”

Pro. Hu Hong, Beijing University of Technology

“With the frequent exchanges between local and abroad universities, the academic commu-
nity is gradually researching PSSD and service design, expecting to describe its definition
more clearly. Several top design schools in China have been systematically researching
PSSD in recent years, hoping to transform design results to future social and economic
benefits in China. In the process of practice, these schools not only introduced PSSD into
financial and traditional enterprises, but also into popular fields such as the Internet and
public construction and service. A large amount of researches on PSSD and service design
in the academic community indicates that the value of PSSD, service design has begun to
receive people’s attention, which marks the beginning of development of PSSD in China.”
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5.1.3. Enterprises tend to conduct industrial transformation
and upgrading by innovation

Recently, more and more international famous design studios such as IDEO, Frog, CON-
TINUUM stated to set up their branch company in China. This is a chance that the advanced de-
sign theories can “import” to China and had a impact to Chinese design industry. For instance,
the IDEO branch design studio in Shanghai, through integration of the advanced product ser-
vice system design knowledge, methodology and Chinese indigenous design culture, carried
out many outstanding business design cases, such as DIDI Taxi taking, 58 express service,
BAIDU take-out services and so on. Taken DIDI taxi taking as an excellent example of product
service system design (See figure 5.3), actually this was a redesign of conventional system of
taxi service industry. The design team considered all process that one people taking a taxi from
the first stage he/she want to go out from home to final stage after paying and take off from taxi.
A innovative service system was designed and breaking the traditional rule of taxi taking. All
stakeholders including customer, taxi riders, traffic managers and DIDI company workers can
get value-added benefit and comfortable experience in this new taxi taking system. Nowadays,
DIDI has changed the Chinese people’s daily travel mode and reduced the resource wasting
cars bring. This exhibits the thinking of the product service system design are indeed silently
making a positive impact for Chinese people’s life.

With higher and higher level of
globalization and integration of design,
7 many Chinese design companies has found
L o the potential needs of Chinese market for
STAToN product service system design. For example,
FiRES Chinese famous design company, Langjian,
firstly propose the concept of “all industrial
chain design innovation service”, which
means according to current changed needs
of market, design company should provide
more comprehensive services consisted of
the supply chain design, smart manufacture
design, cultural development, design research,
branding strategy, Intellectual property
protection, education and communication,
service design and so forth. This is a
systemic consideration for design. Since
that, increasing numbers of design consultant
company expanded their business from the
original product design to all-around product
service system design providing professional
systemic design service for a hundreds of
global enterprises to solve their various issues

AN 3 - = = i . . .
<N ! = L on interface, products, services and business
Figure 5.3: DIDI designed a new taxi taking system based on applica- innovation. At the meantime, Chinese
tion, nowaday Chinese people are used to use DIDI to taking the taxi . .
when they like to go out by taxi manufacture industry is gradually break the

Source: http://www.didichuxing.com

limitation of tradition. Many manufacture-
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Figure 5.4: Chinese tranditional television manufacturer Changhong had a rapid advance on intelligent
terminal home-system solutions,intelligent manufacturing, sales and 020 service transformation
Source: http://www.changhong.eu/

oriented companies commenced taking the product itself’s development and innovation as well
as relevant service experience innovation both into consideration. For instance, Changhong,
a Chinese traditional television manufacturer, cooperated with prof. Xiangyang Xin, has seen
a “homeapplications” as a “home smart systems” (Figure 5.4). This is obvious conceptual
change from designing for a product to designing for a system, which reflects that the Chinese
conventional manufacture-oriented enterprises are accepting the new discipline of product
service system design. Besides, nowadays the new generation of information technology such
as big data, cloud computing and mobile Internet and intelligent application technology such
as artificial intelligence has pushed the conventional service industry to offering the brand new
interactive experience to customers for meeting their changed individual demands. In addition,
Because of the continuous emergence of new technology and concepts, competition is going to
be more fierce. The new service systems and relative principles are needed by those traditional
service sectors or some start-up service companies. Therefore, it can be known that in China
the product service system design is still in fact in very beginning stage, but obviously, it is
growing in a rapid speed and showing its importance in a gradual way.
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QUOTE

Wu Wei, CEO, CynowareTech

“My company recently cooperated with a traditional Chinese jewelry brand, creating a new
retail solution for their stores by our technologies. We put an Al robot which integrated with
the face recognition technology at the entrance of store. When a customer steps into the
store, this robot will say hello and according to his/her face to identify the purchase prefer-
ence, and then transferring these data to sales in store, helping sales to do relative private
service to the customer. When the customer is picking the jewelry they liked to buy, the
sales can use the online games, online coupon, online catalogs, etc., to interact with cus-
tomers and guide him/her to buy his/her favorite jewelry. After, my company also designed
a complete payment system, enabling the managers can master sales status and manage
customer relationship at the same time. | think here | just construct a retail system where all
stakeholders can get new and great experience and benefits. | dont know what is PSSD,
but | think this case just can be seen that it overlapped some parts of concept of what you
said PSSD, although | started to do it from a thinking: How to use my smart products in their
jewelry store?”

Pro. Gong Miaosen, Jiangnan University

“In fact, in market, you also can feel the huge needs to PSSD from industry circles. In recent
2-3 years, | was asked by many enterprises and organizations to do the consultation and
cultivation on PSSD. Many jobs entitled “services designer” also are offered by Chinese
company.”

Wu Hanwei, CEO, CapsuleTech

“I think today’s customers are not treated or served well, especially in some scenario that
related with user values. So | hope in my company, there is a PSSD talent who can assist
us to deal with this pain point. | hope he/she can promote the whole user experience includ-
ing before driving, driving and after driving. Linking the scenarios and experience and giving
customer an unified feeling are important. Nowadays, look at whole car market, automobile
companies have transfer their attention from competition on dynamic system, suspension
system etc. to service system, because they all realized their technologies have been very
mature and similar with each other for normal customers. So this is trend | believe.”



5.2. The trend of PSSD development
in China

5.2.1. A driver of conventional industry upgrading

The development of PSSD could assist the upgrading and transformation of both manu-
facturing and service industry.

China is the world’s first manufacturing power, but in terms of technological sophistica-
tion and international division of labor, developed countries generally tend to be at the medi-
um-to-higher end of the industrial chain while China is generally at the medium-to-lower end.
For example, Chinese textile industry entered the international division of labor with lower pro-
duction costs and greater production capacity, occupying an important position at the low end
of the international industrial chain. This means, for surviving and developing, Chinese textile
industry mainly focus on the production but ignored upstream research and development, de-
sign, and downstream sales and service, sacrificing a lot of industrial benefits and environmen-
tal resources. In addition to textile industry, this situation actually is also existing in many other
similar manufacture-base industries in China.

Fortunately, Chinese government and most Chinese manufacture-based companies have
realized the necessity of industry upgrading and transforming, so a series of advanced con-
cepts, methods and technologies are desired by them. China’s state council unveiled the plan
entitled “Made in China 2025” in 2015, was targeted at improving manufacturing innovation,
enforcing green manufacturing, advancing restructuring of manufacturing sector, fostering Chi-
nese brands as well as promoting service-oriented manufacturing and manufacturing-related
service industries. Chinese industrial research institute launched the “Industrial 4.0 era China
manufacturing business model innovation and investment strategic planning special analysis
report” in the same year, pointed out “Chinese manufacture industry need to develop in the
direction of intelligentize, integration, and interconnection. The industrial structure is needed to
be not only adjusted but innovated.” In 2016, China’s government argued that service-oriented
manufacture is a new industrial form combing the manufacture and the service and it should
be regarded as the important direction of development of Chinese manufacturing industry in
“The action guidebook of development of service-oriented manufacturing.” In this guidebook,
the design also was mentioned that it should be developed and play a considerable role in
enterprise’s strategy, product specifications, branding and green development. For surviving
and developing, Chinese traditional manufacturers have looked away from simply producing
or OEM and focusing on the two sides of smiling curve, equaling to the stages of “before” and
“after” of production. R&D and design in the “before” period and marketing and service in the
“after” period are being carried out in almost every Chinese manufacturers. This situation now
totally differs from it in 5 years ago.

On the service industry side, computer network technology and mobile communication
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technology are popular in China and they have changed the status of traditional service indus-
try. Services like online shopping, online food and taxi ordering has made Chinese customers to
used to a new way of accepting services. Conventional direct-touched serving methods cannot
meet Chinese people’s gradually changed needs and habits anymore. Therefore, for several
typical traditional service industries such as the Hospitality, Catering industry, bank industry and
tourism industry, upgrading or transformation is inevitable for suiting upgrade Chinese people’s
needs on experience and promoting the service efficiency at the same time.

Linking the situation above with knowledge of PSSD provided by literature, PSSD could be
a good tool which can be used by entrepreneurs who are in traditional manufacture or service
industry to trigger their company’s upgrading and transformation. Innovation, green, structure
changes, branding(customer experience) and service-oriented, these points Chinese govern-
ments suggested for future industrial development are almost corresponding with functions and
characteristics of PSSD, so it can be seem that PSSD is also a promising method to realize
Chinese government’s targets.

QUOTE

Ding Yaping, CEO, Changzhou Textile

“In current stage, | indeed need helps of advanced design knowledge to upgrade my com-
pany and build my enterprise shape in next decades. Nowadays, Amani, H&M and some
other cloth brands all view my company as their manufacturing partner. | sold them one me-
ter fabric or one clothe at a price of ¥20, but when they sold it to the customers, they would
sell at a price of ¥500. How can they increase the price in several times? | think it is just
because by design they bring a lot of added-value for customers, such as great purchasing
experience, wearing experience, trustworthy brand and advanced life concept. So, now
what | most like to do is integrating design concepts into my products and relevant services
and then increasing added-value. Meanwhile, manufacturing industry servieizing is also my
aim of development of enterprise. | think PSSD concept can help me on aspects mentioned
above, making potential partners to be willing to visit my factory and build a cooperation
relationship with me.”

San Guo, BD, ARKDesign

“To many enterprises, they maybe face a problem of transformation. In this time | think
PSSD just could make a difference. In other words, the managers and leaders in compa-
ny need to have this business (PSSD) to support their transformation because of today’s
competitive market. But as | know not many Chinese design companies or organization can
hold this business (PSSD) very well, which lead to the trust loss of managers or leaders

of companies. Therefore, everyone in China know PSSD is good, but its development is
limited in a sense. Besides, there are some so-called “PSSD professionals” who did lots of
PSSD projects in China, but in fact they do not very understand PSSD and not be trained
well. In their hand, these PSSD projects failed a lot, which also bring PSSD subject a bad
reputation.”

Shang Guoming, Chief Manager, China Merchant Bank

“As a manager of a Chinese tranditiaonl bank, | was required to attended the workshops.
and classes about service design and service design design, thus | know the importance
of service system design to my bank. Apart form the business products. buiding a efficent ,
effective and friendly service system supported by advanced technologies just is the most
competitive way in nowadays Chinese market.”



5.2.2. A collaborator of new retail development

There were one third interviewees mentioned links of PSSD with new retail - which is very
popular concept of retail in China. Combining the perspectives of interviewees and relevant ref-
erences, it was found that the link between PSSD and new retail is close. That is to say, PSSD
has potential to play a significant role in new retail.

New retail is Alibaba’s strategy suggested by Jack Ma last year, which was expected to
redefine commerce by enabling seamless engagement between the online and offline world.
It aims at building a retail ecosystem that blends online and offline channels in a unified way
that features the consumer at the center. The“product+” is core concept in new retail strategy
that refers to intangible services which can create happy or unexpected customer experience
should be expanded around tangible products. Accordingly, compared with service design - de-
signing for a service, the major concept of new retail coincides better with PSSD, emphasized
a innovative system construction and user experience in this system, enabling products to be
with more added-values by innovative design.

Market considering, whereas Amazon is at the forefront of the new retail revolution, Chi-
na’s speed and intensity have gone into orbit. Driven by the huge market opportunities and
abundant venture capital, players big and small in China both are actively participating in this
revolution and experimenting with various forms of new retail. The needs of these players for
new retail’s systemic innovation by absorbing new technologies and design methods are thus
increasing, creating more developmental and applicate spaces for PSSD.

Review all new retail cases in China, it can be found that current new retail is technolo-
gy-leaded or concept-leaded but not needs-oriented and experience-oriented. Most startups
think a new retail solution often from a advanced concept or a technological application. For
instance, in 2017, with the emergent of the word “new retail”, the concept of “unmanned super-
markets” came into the public horizon. This kind of new retail immediately attracted investors
and startups’ attention, in a short time, a large number of investment put into this mode of super-
markets and a set of unmanned supermarkets opened in large and small communities in China.
However, soon after, these supermarkets were close because their sales and profit cannot
afford the expensive cost of store and operation. Nowadays in China people cannot easy to find
this kind of “new retail” supermarket anymore. This is a typical case that startups or investors
only praised highly some new retail “concepts” but ignoring the consideration to people’s real
needs and experience. The lack of human-centre thinking leaded to the failure even if the new
retail system was innovative and business model was appealing. Another example was provid-
ed by a interviewee, Bill Wu. He cooperated with Henglong Jewelry company - a conventional
Chinese jeweler, through integration of machine learning and big data, offering a new retail
solution for Henglong jewelry offline shops. Nevertheless, reviewed this new retail solution, the
new products and new technology used were over-emphasized. The all system design was
not oriented from the thinking about “how to bring people good experience?” but about “What
experience can these softwares, hardwares, artificial intelligence, facial identification etc. bring
people?” Some technology applications which seems amazing were factly to complicate user
experience process.
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Employees scan and pick .
goods from the shelves, putting
shopping bags on a conveybelt
to guarantee speedy service.

Packed with busy staff,
Shanghai’s Hema is a both a . |
store and a distribution centre. _

s,

T == AVeallhe
All products have a QR Owned by ecommerce giant
code which can be scanned Alibaba there are now 20
to display product info. Hema stores in China

- SN\
To pay in-store shoppers use a
self service check-out with facial
recognition to verify their identify.

seafood prepared instoreto ¥
eat or have delivered to home. g

Figure 5.5: HEMAFREASH supermarkets (Alibaba) are the typicla “new retail” case study. This is
a good example that PSSD was pracical applied in retail industry. HEMA’s business success has
made it to expand the stores to number 60 in 2 years.

Picture Sources: http://en.cifnews.com / https://www.youtube.com/watch?v=8VqtLgr30j0



We cannot say technology-leaded thinking or concept-leaded thinking definitely will lead
to an unsuccessful new retail or a wrong system, but assisted by PSSD, startups or entrepre-
neurs in new retail industry may think more holistic, optimizing the retail system for the sake
of human-being. Besides, PSSD in new retail also can be viewed as a good expression tool
to delivering values to customers. For example, a good design graphic of food offering system
could give diners a healthy, green impression to this food store or seller. Judging from above,
PSSD is going to be a good “partner” or a design “consultant” to Chinese new retail industry.

QUOTE

Pro. Gong Miaosen, Jiangnan University

“In business, recently the new retail is popular so | also was invited by some companies

to do relative service system design for them, helping them to create more value of user
experience. | think these new retail cases just are typical PSSD projects. Additionally, some
product design projects were actually typical PSS design as well. For example, | designed
a vending machine which would be put in guest rooms of hotels. It seems a product design
but in fact | designed whole back-office service system for this product such as cloud-plat-
form system or how to exchange the goods in machine.”

Ding Wei, Cheif Designer, Moma Design

“In my point of view, the PSSD has still another developing direction, that is new retail.
New retail refers to relying on collaboration of online service and offline service to offer
more amazing customer experience during their shopping journey. A good PSSD example
in China I think is FRESHHEMA (Figure 5.5), it re-defined the retail industry of seafood,
combing the many other service such as restaurant, express delivery and online shopping
into one seafood store, which brought a brand-new experience for customers. Therefore,
now designer cannot only have the concept of designing for “objects” but also need to have
the design thinking for system, environment and networks.”

Wu Wei, CEO, CynowareTech

“Now | am trying to do something to realize the “Food Industry 2025”. | hope to create an
overall solution which can help restaurants or food store to control their whole process of
their foods without any labors (in internet way). For example, we open a bakery. | hope to
create a template which produced by my company'’s different products, telling the managers
where the raw materials of cakes are from, different status in baking process, how many
customers purchased the cakes and so on. Meanwhile, | also like to create an attractive
interaction with customers in different holidays or their birthday, a network which can
manage the delivery process, a system which can recording customers feedback to help us
improving service and so on. To this whole process, technologies are obvious not enough.
| hope to there is a designer specializing in PSSD in my company and he can help me to do
an overall thinking and design to this food system, making your food to be more attractive
and then making customer to be willing to accept your food.”
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5.2.3. A humanistic guide of smart city building

PSSD could play two roles in Chinese smart city construction process. The first and fore-
most is framing people’s using and interactive system, enabling to realize the humanistic value.
The second is coordinating individuals, enterprises and government, together contributing to
the smart city building. The reasons are as bellow:

“Smart City” is an innovative idea of city development since the 21st century. It is expected
to using information and communication technology and various physical devices connected
to the network to enhance quality, performance and interactivity of urban services, to reduce
costs and resource consumption and to increase contact between citizens and government.
In 2014, Chinese government realized the importance of smart city construction and unveiled
a document entitled “Guiding and Opinions on Promoting the Development of Smart Cities”,
proposing that by 2020, a group of smart cities with distinctive characteristics should be built in
China. Meanwhile, in this document, the issues impeded the construction were mentioned as
well: One was Chinese government lacked overall plan and projects design for building smart
city yet; Another was the detailed solutions, methodology and talents specialized to smart city
building were insufficient.

Figure 5.6: These smart devices seems smart, but in fact giving patient lots of troubles
Picture Source: http://www.didichuxing.com

Currently, relied on the mature technology of information and communication and |IOT, the
technological solutions, methodologies to supporting the Chinese smart city construction have
been found. Talents with engineering background are mainly responsible to general plan for
smart city building. They thought the solutions on the level of engineering, hence the feasibility
of system is the issue they put concerns on, whereas the coordination of system, sustainability
of system and people’s feeling in a system never were taken into full consideration. For exam-
ple, in Nanjing Gulou hospital - one of the biggest hospital in China, a set of IOT devices were
put into service, aimed at assisting hospital to record datas and to manager their patients better.
In original plan, patients were expected to use these devices to promoting the efficiency of
processes of seeing a doctor involving appointment making, registration, consultant, queuing,
etc. This “smart health” system seemed excellent but in fact many patients did not know how to
use this machines, and hospital staff’s workload of answering patients’ questions is increasing
(Figure 5.6). Relevant signs and illustrations which can give patients guides in this new system



are lack and unclear. Moreover, because of the focus on technological solutions and solutions
copy, the smart city construction in different Chinese areas seems similar, missing the regional
characteristics and humanistic innovation. For these reasons, PSSD, this human-centered sys-
tem design can cover well the shortages existing in current Chinese smart city system.

In addition, smart city building inevitably needs the co-creation from government, enter-
prises and citizens. Many documents or guidebooks about smart city building launched by
government have mentioned the issues of insufficient participation of citizens in communication
and then called on the planing and designing engagement of citizens. Therefore, from this
point to say, as a subject can guide people to be together creating values together, PSSD has
prospect.

QUOTE

Pro. Hu Hong, Beijing University of Technology

“PSSD can be a guide and thinking in construction of smart city. PSSD can be combined
with big data, Internet and Internet of Things technologies to focus on the quality of life in
society, the environment, management and citizens. How to use PSSD to promote positive
social change is the largest experimental and practice base for government functions, urban
management, people’s livelihood services, and social innovation in a city. This is something
that no other Western country has ever had. How to provoke the heavy responsibility of
China’s social transformation period? | believe PSSD contains challenges and opportunities
in smart city building.”

Feng Jiang, Urbanization Department of Jiangsu Government

“China is a populous country, thus building a smart city is very important for China. It is
possible to make the government to manage cities more efficiently and create better ser-
vices for people. The status of China’s smart city construction has the following points: First,
e-government is the starting point for government informationization. The second is now

we focus on digital city management only using information technology. Thirty, we still lacks
smart city master planning and engineering design. The fourth is repetition of the construc-
tion of “information islands”. The fifth is the urgent need to ideas, methods, and talents for
smart city construction.”

Ding Wei, Cheif Designer, Moma Design

“Currently with the development of internet of things, products integrate the internet, and
then everything changes. Many new concepts emerged, such as industry 4.0, smart city.
When information attached on objects, objects will have “sensing”; Data will be produced
and transferred during the interactions between people and objects, thus relative, more
services and possibilities appear, which is a natural process. Under this situation, PSSD
can help managers and designers clear their mind, then using the innovative solutions to
enhaced the work efficiency and offering better serivce and products to people.”
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5.2.4. A tool to dealing with social problems

Aging population, increasing laid-off workers, food safety issues, etc. are several serious
social problems existing in Chinese society. Every year a lot of relative policies and measures
aimed at making a different on these social issues were carried out by Chinese government,
but the effect was not obvious. Meanwhile, the absence of social enterprises and NGOs thrown
the government in an isolated condition of helplessness. The solutions for social problems
lack diversity and creativity in China. In Stanford Social Innovation Review (2010), Brown, T,,
& Wyatt, J. emphasized the importance of design thinking in social innovation and the neces-
sity of systemic solution for system problems such as social problems. Therefore, PSSD, as a
systemic design thinking, is possible to help Chinese government from two aspects as follow:

The first is PSSD may give a strong hand for public services construction. Public ser-
vice construction is government’s responsibility and its design is related to social security em-
ployment services, education and so on. These fields all can play a significant role in solving
Chinese social problems. PSSD could be a think-tank to help government to form new value
consciousness and creative minds, enabling them to stand at user’s angle to rethink the works
and then to offer better solutions for future Chinese public service systems. “Empathy” is the es-
sential to solving the social problems. Besides, the outcomes (concepts) of PSSD can be used
as the simulated test, with the lowest cost, allowing government to have chances to reduce or
avoid risks of significant investment decision-making.

The second is PSSD can facilitating China’s social innovation development. Social inno-
vation refers to organizations with purposes of creating social benefits use innovative activities
and services to meet a social need (Mulgan, G., Tucker, S., Ali, R., & Sanders, B., 2007). But
in China, this type of social organizations were few and immature. Most of them relied heavily
on external funding, while themselves’ capability of sustainable development was weak (Zhou
Hongyun, 2015). This always resulted in the short-life of organizations. In addition, their activi-
ties and services were not enough innovative and creative to satisfying the social needs. That
is to say, the development of social innovation in China is mainly limited by organizations’ un-
sustainable operation and innovation lacking. To overcoming these 2 barriers, PSSD is obvious
a good method or tool. The thinking and methodology of PSSD could inspire Chinese startups,
assisting them to frame a innovative system that can fill the social needs as well as internal
financing needs, to realize the successful social innovation.

QUOTE

Lian Zi, Policy Making Department of Chinese Government

“Absolutely, | think PSSD could help government more on public service planing and
infrastructure construction. Maybe you can also give more smarter suggestions to govern-
ment on some main Chinese social problems such as pension issues or food safety issues.
These issues has annoyed governments for many years and we are finding a effective
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solution all the time. If PSSD can help us to make a ecosystem where citizens can feel
satisfied with the services governments offer such as education service or medical service,
making people have a better life under the management of Chinese government, we will be
very happy!”

Ding Wei, Cheif Designer, Moma Design

“I think PSSD could relate with our daily life, | means it can bring positive change for urban
life for citizen. Last month the government of Shanghai call a group of designers together,
hoping them to walk into the community and design for community. The design sphere
covers Shanghai people’s daily shopping life, entertainment life, travel life and so forth.
From this we can see , Chinese government has realized the design can help them to build
better public service for their citizens. The design here just refers to service design, PSSD.
Therefore, the concept of PSSD matters to current society because it indeed can contribute
to the development of society. We should believe it is a future design trend definitely.”

Pro. Xin Xiangyang, Jiangnan University

“I was invited by Hong Kong government to do the system design for HongKong'’s public
service systems. For example, local government regarded employment issues as a big
social problem to them, To working and middle class, HongKong’s employment environment
is bad and bit messy. There, for government | designed the product service service system
about benefits paid and received and the system supporting normal local people to find the
Job, to solving this social problem.”

“In China, because of the enormous population and ethnic groups, the social problems like
employment issue are a lot. PSSD has its potential on this aspect and could play a import-
ant role on solution-offering in future”

Figure 5.7: Employment issue in Hong Kong is a bit
messy and bad to low/middle class. Pro. Xin was invited
by local government to solve the socoal problems.
Picture Source: http://www.vice.cn

Figure 5.8: Celebra'ng for Being Elder- Lot ik ~ . : ' bottom-up resource
ly: Wuxi governemnt invited Pro.Gong : e 3

Miaosen to do the service system innovative solutions
design for local elderly s

Source: http://www.desisnetwork.org/
courses/jiangnan-university-china/
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5.3. Challenges of Development

5.3.1. Insufficient knowledge base

The incomplete design knowledge framework is the biggest barrier to developing PSSD
in China. PSSD is an emerging concept so the relative researches, practices are insufficient
all over the world. Especially, in China - a country where the design culture is absence, the
shortage of relative knowledge base is more serious. Because of the changes of design ob-
jective, the contents, platforms and networks that support product design, interaction design,
user experience design, etc. cannot be directly used any more. In China, the basic product de-
sign is not be developed very well, let alone the more complex design subject such as service
design or PSSD. The definition, design objective and methodology of PSSD are of ambiguity.
The reasons, required resources of PSSD development are not clear as well. Therefore, what-
ever in academic or industrial circles, existing knowledge base cannot assist the formation of
an essential framework of PSSD yet. Currently China do not have the basic condition for the
development of PSSD.

QUOTE

Pro. Xin Xiangyang, Jiangnan University

“PSSD plays a very complex design decision. This design decision can be built based on
relative scientific methodology, but in current China the basic design knowledge base is
lack.”

“The cross-discipline cooperation is not enough, the more important thing is knowing how.
Before, we had a great collaboration with engineers because we know that a physical prod-
uct need to have a lot of functions, some of these functions only can be realized by engi-
neers to support the design. The relationship between industrial designers and engineers is
clear. But to a product service system, we cannot clarify the purpose of design, the relation-
ship between platform and content, and we also cannot define the roles of the collaborators
such as business managers, psychologists. Therefore, this uncertainty certificates that now
we still lack the mature knowledge base or system to support the development of PSSD.”

San Guo, BD, ARKDesign

“The market of the USA is a stable market that has a sound and relative mature system.

Its developing speed is quite slow but stable. On the contrary, Chinese market is unstable
because everything developing so fast. We must know a successful innovation need a early
accumulation. The accumulation is not only on knowledge, but also on physical resources,
people network, market acceptance and so on. Therefore, in China, the too-fast develop-
ment of economy and market results in a basic system is not well established to supporting
the development of PSSD. It is a “base” problem, also a “time” problem.”



5.3.2. Difficulty with value evaluation

In 2002, UNEP expressed that sustainable product service system is difficult to quantify
the savings arising in economic and environmental terms, so selling this new innovative con-
cept to stakeholders both inside and outside the company is a big challenge. In other words it
is hard to convince managers in the companies and organizations who need to clearly know
the rate of return on investment to accept and use PSSD because the value of PSSD is impos-
sible to be counted, and the market also lack the tools or standards to conduct an evaluation.
Especially in China, for living, most Chinese people, whether he/she is a government officers or
an ordinary folk, all prefer to see the fast and obvious profits but potential or long-term values,
which lead to a more difficult developing environment for PSSD.

QUOTE
Ding Wei, Cheif Designer, Moma Design

“Frankly speaking, this challenge is oriented from the general acknowledge of public and
Part A. For example, if government find you to do a space design or architecture design,
you can quote clearly to them, because you can count price in one square meter or in con-
struction area. But if government ask you to design a PSS for them, you cannot give a clear
quotation, right? Moreover, If you design a product, the product can be sold and bring your
Part A profits; if you do a branding design for a company, the company also can evaluate

the brand value. But if you design a PSS, what real value your Part A can get? | believe you
and Part A both cannot evaluated it according some principle. Therefore, simply saying, be-
cause of the unsystematic knowledge and weak realization on PSSD, the advanced concept
cannot develop well.”

Chen Fang, Tutor, Istituto Europeo di Design

“Another challenge | think to PSSD is most of Chinese people like to see the short-term
benefits. If they ask you to do a design consultation, most of them hope your design can
create profits in one month. But obviously the value of PSSD cannot be evaluated by short-
term profits and it also is hard to assess accurately that how much money it could bring.
After all, because of serious competitive environment, most Chinese companies are in a
‘make a living” situation.”

Wu Wei, CEO, CynowareTech

“However, | think PSSD currently is facing a disadvantaged situation. That is no many
people can transfer the theoretical values of concept of PSSD to the real values of practical
projects. How to engage PSSD in a project and then making its value to be obvious for
managers and customers is very important to you.”
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5.3.3. Absence of actual cases labeled PSSD

In addition the rate of return on investment, another factor can arouse interest of man-
agers in the company or government is successful cases. Case study is as a important tool
which provides a channel of knowing and learning up-dated advanced concepts to managers.
However, currently the concept of PSSD has not been formed in Chinese market yet. Relative
readable design cases were all labeled as product design, space design, interaction design
or user experience design but not PSSD, even if most of them in fact involved PSS’s design
thinking and relevant design methodology. Besides, some successful and influential “PSS” cas-
es were regarded as the business model innovation among Chinese people. (e.g. Mobike, a
popular Chinese company offering the bike sharing service all over the world, its sharing system
model was viewed as a innovative business model designed by its founder - a journalist while
in designer’s eyes it is just a innovative product/service system design.) For this reason, most
of Chinese managers have no opportunity to cognize the PSSD by case study. Perhaps some
of them heard about PSSD and have a interest on it, but they still cannot find the relative cases
to study.

QUOTE

Ding Wei, Cheif Designer, Moma Design

“In current several years, the concept of service design and PSSD actually were also
popular, but the relevant successful cases created by designers were still lack. So, | think
although in China many people in design industry had a general awareness on PSSD, there
was no big breakthrough on practice yet.”

Chen Fang, Tutor, Istituto Europeo di Design

“Moreover, factly, Chinese big companies such as HUAWEI, OPPO, or Alibaba all are doing
service design or PSSD, but they did not entitled these projects they are doing as service
design or PSSD. So if you want to introduce to others case studies of PSSD or service
design, you will be hard to explain and then convince others.”

Ding Yaping, CEO, Changzhou Textile

“Up to now | never heard about any successful cases about PSSD. Thus | hope to see the
PSSD successful cases from other enterprises and then to do the case studies. | do not like
to only know the theoretical knowledge, | rather to see what real value PSSD has brought to
other companies. | like to know what a company originally looked like, and what a company
turned to be after the engagement of the design.”



5.3.4. Isolated-informational ecosystem

Based on the results of interview, it was found that most of Chinese managers and officers
in companies or governments had a potential demand on PSSD. Especially, traditional manu-
facturers expressed a desire to using the PSSD to realize the upgrading and transformation of
company. In other hand, they also said that it was hard to touch with the information of design in
their life, thus they do not know what PSSD is before and where they can get the information of
PSSD. According to this situation, it can be seen that in China industrial and design cycle both
are relative isolated, and the informational ecosystem between them has not been built well.
This also is an obstacle that limited the development of PSSD.

QUOTE

Wu Hanwei, CEO, CapsuleTech

“I really hope to connect some professionals to have a talk about PSSD and related knowl-
edge. | know lots of professors and famous designers such as Xin Xiangyang, or Cha Shan
in Tencent, but it is hard to invited them and have a ask. Therefore, nowadays | only can find
some students studying PSSD or service design to talk something to me and help me. But, |
still think it is not enough, | like to enter the “PSSD” cycle and link with different experts.”

Chen Fang, Tutor, Istituto Europeo di Design

“If you want to develop a new design concept, | think firstly the various channels where peo-
ple can get to know the knowledge should be built. PSSD is an emerging advanced concept
from west country, so the relevant references or website about PSSD should be translated
well and then making Chinese to be easy to access and understanding. But there were few
people who are working on this work of translation. In IxDC of China, | don’t know if you
found they actually talking the similar knowledge about PSSD every year. There were no
deeper research or new progress for PSSD. | think this phenomenon was just resulted from
the lack of access channels of information. ”

Ding Yaping, CEO, Changzhou Textile

“I also like to often touch with the design specialist and some design platforms. Now except
communication with my friends in the industry, in fact | do not know where | can get these
design information. Therefore, if there is a chance which | can take part in some training

or conference and can communicate with relative designers and managers who has got a
success by PSSD, | will be very happy.”
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5.3.5. High-level requirement of designer’s comprehensive
quality

Similar to strategic designer, PSS designer has to think everything among a product/ser-
vice lifecycle, balancing the relationship of business, user experience and sustainability. Apart
from using the different innovative tools skillfully, a good PSS designer need to have a prevision
to process of systemic innovation and clearly know the key elements which obstruct the inno-
vation at the same time, leading organizations to a right developing or transforming direction.
There is a complementary relationship among PSS designer and product manager. Therefore,
a PSS designer need to be with not only capability of design, but also a perceptive insightOex-
cellent communication skills and strong decision-making capacity. The cost of training a good
PSS designer is high.

In China, designers who have comprehensive quality and can be a real PSS designer are
rare. Some designers are too conservative to accept new concept of design, while others are
fashion victims and forget the basics of design. The market context where people pursuing the
“high-speed” on everything is also not conducive to cultivation of the PSSD talents. For these
reasons, it is hard to find a suitable designer who can hold this job position completely right now
in China.

QUOTE

Pro. Gong Miaosen, Jiangnan University

“The last is as a PSS designer you should have all-around quality. In addition to design
skills, PSSD requires designer to have a great communication skill, strong perception and
flexible and holistic thinking to an object. Thus in China the education system cannot satis-
fied the demand of cultivation of this kind of talents yet.”

Ding Wei, Cheif Designer, Moma Design

“Transiting from products consuming to system and experience consuming, this is a big
trend in the market. For this reason, the current designers are facing more challenges.

They need to have not only skills of modeling and sketching, but also knowledge of service,
technology and informatization, etc. Therefore, | think we cannot see designers as a role
whose job is making hardware any more, we should view them as a director role. Their main
responsibility in an organization should be coordination and innovation. In addition to that, a
top designer also need to be with outstanding ability of insight-finding and decision-making.
Soft skills are more and more important to designers nowadays, but meanwhile these soft
skills also are harder to foster than hard skills.”

Chen Fang, Tutor, Istituto Europeo di Design

“PSSD is not like graphic design or product design that you can do well if you got the
relative skills and a good aesthetic sense, it has a high requirement on individuals. PSSD
requires you should have more conditions on “softwares” such as a keen business sense,

a good understanding ability, innovation talent, curiosity, etc. Without these softwares, you
cannot get success on PSSD project. In a sense, it is easy to enter the door of PSSD, but it
is very hard to be an excellent PSS designer.”



San Guo, BD, ARKDesign

“In preschool education, Maria Montessori theory is an advanced theory which plays a im-
portant role in education industry. It has a holistic education system and tools. But why this
system which is admitted as an excellent education way by the global cannot be develop
very well till nowadays? | think the core reason is “teacher”. Teacher, as a core component
in whole education industry, his/her training cost is very high. Especially, Montessori’s
education system is like a advanced class, it requires teachers have basic and great kids
education knowledge and working experience. Simply speaking, Montessori’s education
system set a high standard to teacher’s quality. Therefore, Montessori’s education system
itself's mechanism decides its low-speed development. PSSD is also facing this problem.”

5.3.6. Lack of social depth understanding

With the development of design industry, the design objects covered more widely, from
original simple tangible objects to current complex intangible service, process and strategy.
More and more design concepts were hence emerged in recent decades, such as user ex-
perience design, interaction design, business design, service design, product service system
design, etc. These design concepts are all developed based on human-centered design, under-
lining the value of human in design behaviors and activities, but for meeting needs of different
organizations, they have the differences in priorities of research. Thus these design concepts
seems different but actually having lots of overlapping areas. Furthermore, some of them are
even in exploring stage and their definition have not been clarified yet. Coupling with many
people’s shallow understanding to these concepts, confusion appears naturally when people
talk about them.

Every year there were big and small conferences or activities about future direction of
design, where PSSD was talked very often by attendees. However, since Chinese people knew
the word PSSD, 5 years past, people are still talking about “what is PSSD” till now. It is obvious
that no Chinese did a depth research on it. Social understanding on PSSD stopped at shal-
low-level.

QUOTE

Pro. Gong Miaosen, Jiangnan University

“Another problem limiting the development of PSSD | think is from Chinese designers and
design students. Nowadays in China, designers and design teachers or students are mainly
divided into two types. One type’s people refused to accept the emerging design concept,
which enable them losing in design developing stream. Another type of people are parrots.
They like to absorb the new knowledge and think it is good but they did not know why it is
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good and how to use it in a right way. More serious for this kind of people is that for pursu-
ing the new things blindly, many of them even lost their basic design skills as a designer
such as sketching. Frankly, these two types of people are regular seen in China.”

Chen Fang, Tutor, Istituto Europeo di Design

“In IxDC (international experience design conference) of China, | don’t know if you found
they actually talking the similar knowledge about PSSD every year. There were no deeper
research or new progress for PSSD. Many Chinese people regarded holding the confer-
ences or speeches about PSSD or service design as the tool that can help them to earn
money. Their main purpose was earning money but researching and developing these sub-
jects. So in this situation, how Chinese society have a deep understand on these emerging
design subjects!?”



6.CONCET DEVELOPM.
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6.1. Idea Generation

6.1.1. How to overcome Challenges

From the previous research, we can know the main challenges to PSSD development
in China have six: insufficient design knowledge base, isolated communication system, hard
value-evaluation, lack of related cases labeled PSSD, high requirement to designers and lack
of deep research of it.

To first four challenges, or pain points, seem different, but they in fact can be regarded as
one main problem, that is the lack of network or ecosystem which could facilitate it (See Figure
6.1). PSSD is a comprehensive design subject, so the work of filling the knowledge base cannot
be conducted by only designers, but professional people in other industries such as economist
or manager. Isolated communication system made every people live in their own little cycle,
such as service designers cycle, factory managers cycle. It is obviously restricting the devel-
opment of PSSD that highlights collaboration. Value evaluation is a progress, if relevant PSSD
projects cannot be executed and PSSD knowledge cannot be applied often, the value would be
hard to be measured well and convinced forever even if there are so may evaluation methods
carried out by many scholars. The cases or projects labeled PSSD need the combined actions
and effects by designers and relevant people. Here PSSD is like a brand, without networks, it
is hard to be strengthen and spread, and finally leaving a positive and deep impression to all
levels of people.

Core Challenge

Insufficient /\ Absence of actual

knowledge base o (J cases labeled PSSD

Lack of Info & peo-
ple Networks which

could facilitate PSSD

Difficulty with Isolated informa-

value evaluation ) ( ;
\/ tional ecosystem

Figure 6.1 Insight from challenges of PSSD
development in China



Therefore, to this main problem, the best solution could be building a network by various
services-offering, where the relevant PSSD knowledge and information could flow, and peo-
ple who are related with PSSD or have a potential to use relevant knowledge of PSSD could
connect and help each other easily and form the principle and framework of PSSD together,
naturally, gradually at the same time. If the network or eco-system is constructed, the focus on
PSSD and people engaged in PSSD would increase, the quantity and quality projects of PSSD
would rise. When data collected more, research can also go deeper.

“Building a network by various service-offer-
ings, where the relevant PSSD knowledge and
information could flow, and people who are relat-
ed with PSSD could connect and help each oth-
er easily and form the principle and framework of
PSSD together, naturally, gradually at the same
time.”

6.1.2 Target Groups

Entrepreneurs, managers and designers (includes professors in design school) who have
several years experience in design industry are target groups that should be firstly engaged in
this PSSD network (See Figure 6.2).

Entrepreneurs Managers Designers

Figure 6.2 Taget Groups

Firstly, they have motivation to PSSD. Entrepreneurs and managers have a demand on
company’s transforming or upgrading, as well as developing a competitive product/service
which could win a great market share. Designers hope to expand their horizons of design and
grasp the design trend at any time. Meanwhile, they need the real projects to practice their
theory and to support their researches.

Secondly, PSSD requires people to have not only the basic design thinking and design
skill but also something else in terms of insight, sense of judgment, decision-making, coordinat-
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ing etc. Entrepreneurs, managers and “senior” designers just have these kinds of soft powers,
thus PSSD could be more useful and Influential in these people’s hands, facilitating the rapid
development of PSSD.

According to the PSSD trends (demands of PSSD) in China, the target groups can be
further subdivided, they are (Figure 6.3):

ENTREPRENEURS
Boss in traditional industy Start-up
need transformation for new business
MANAGERS
[ V]
Product / Service Manager Governors
for new product / service for smart city building &
development sollving social problems
DESIGNERS
v, O
) [ V-] [ ]
Professionls Professors Student
for individual development for cooperation & research for learning & studying

Figure 6.3 Customer Segmentation

1. Entrepreneurs or managers of traditional company such as bank governors or CEOs of
factory, because for living in nowadays’ market environment these traditional enterprises must
rethink their product/service system and conduct a upgrading or transforming strategy.

2. Entrepreneurs or managers in big internet companies, they have found the online service
cannot meet the needs of customers any more and advocate bringing combined experience of
online and offline to their customers. Now the very popular concept “new retail” in China is just
the best example these people are thinking of.

3. Managers in government, organizations or social enterprises who want to do something for
solving the social or environmental problems. They long for smart solutions of problems, bring-
ing social welfare and take benefit at the same time.



4. Governors, managers or engineers who are contributing on smart city building. The technol-
ogy or how to collect big data have not been the only things they should consider, how to use
these data to take benefits for citizens should be taken into account more importantly.

5. Professional designers in different companies. The PSSD network can represent the future
of their career and more potential opportunities of business.

6. Professors or scholars in design school, for researching, for project cooperating, for teaching
and for communicating, they need the network.

7. Design students. For them, education and preparation for future career matters.

6.1.3. Channels

Based on the research of interview, almost all entrepreneurs and managers mentioned
they hope to have a chance to meet and talk with professors or professional designers who
have rich design experience on PSSD, service design or strategy design. It is also appreciated
if these design experts can be invited to have several classes for them. In addition, beyond half
of them expressed when it is spare time they prefer to learn PSSD in a simple way, like through
website or mobile phone.

QUOTE

Ding Yaping, CEO of Changzhou Fabric

“I like to often touch with the design specialist and some design platforms. Now except communication
with my friends in the industry, in fact I do not know where I can get these design information. There-
fore, ifthere is a chance which I can take part in some training or conference and can communicate with
relative designers and managers who has got a success by PSSD, I will be very happy.”

Wu Wei, CEO of Nanjing Cynoware Tech

“I hope to have chance to talk deeper with you and your professors, seeking a possible cooperation on

»

some projects. I also want to know some website about PSSD and I can have a deep understanding to it.

Lian Zi, Manager of Chinese Policy Research Department

“About learning channel, I think if there is a platform on which governments’ people, design profes-
sionals and even our partners can communicate and learn PSSD together is better. The training class
is also necessary, but I hope to the class is not traditional anymore, it should be more interactive and
interesting.”
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Wu Hanwei, Start-up of two companies
“Basically, I learned design knowledge from relevant books. But I also look forward to learn it though

the classes or speeches where design professionals can teach PSSD and analyze industry.”

Therefore, the PSSD network should be constituted of online and offline. Online service
should be simple and easy to conduct. The role of online service is “touching” or “connecting”,
while the offline is “understanding” and “interacting”, it could cover actions in terms of discuss-
ing, cooperating and sharing. (See Figure 6.4) The cross-using of online and offline channels

enable user to accumulate the PSSD resouces in terms of people and knowledge. (Figure 6.5).
With the user’s continuous usage, the PSSD knewledge and people networks are developing
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6.2. Brand & Vision

6.2.1 Name and Logo

[) PSSDER

The company’s (or organizaiton) name is easy to understand, PSSDER means everyone
interest in PSSD and could be a part in this PSSD network. Of course, in spite of being a part,
as a PSSDER, you could witness and contribute to the development of PSSD in China.

Comparing with the company name, the logo is more meaningful. It made up of four letter
“D” overlapping. The color of “D” shade into light from left to right gradually. This visual design
was inspired by Richard Buchanan’s theory of 4 orders of design. He suggested the first and
lowest design order is graphic design or 2D design, the second is designing for products or
space, we can called it as designing for 3D. The third is designing for interaction, the relation-
ship between physical things or people. The final and highest one is designing for environment,
system. The design subject of the forth design order is coordinated with PSSD’s, and at the
same time covering all previous three design dimensions. So here 4 D refer to 4 orders or di-
mensions PSSD process. The left dark one is the fourth design order but it also includes right
three design detentions.

4 design orders 4 design values
by Richard Buchanan (2001) by Birgit Mager (2013)

Design for Customer
Syst Value
- Ecnomic
Design 4 Value
Interaction Design Social
Value
/ Industial Design \ Orders & Values Environment

/ Graphic Design \

Figure 6.6 Inspiration of Logo Design

Additionally, | also like to transfer the 4 values of PSSD to Chinese public, making people
realize the real value of PSSD. They are the value of customer, the value of economic, the value
of society and the value of environment respectively. (See Figure 6.6)
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6.2.2 Vision

“Using the Power of PSSD Network
to Bridge our Future.”

6.2.3 Value Proposition

Because the target groups are generally classified as two types: Managers and Design-
ers, the value propositions should be delivered by my service are also different to them.

From the interviews, analysis and the value proposition canvas (See Figure 6.7) we can
found, to PSSD, the managers or entrepreneurs expect it can open their mind and expand their
horizon. At the same time, when they think of the company transformation or upgrade or a new
product/service project, he/she can link as much as resources related to the PSSD, getting
professional support and achieve a success. Besides, as a manager of company or organiza-
tion or department, they also hope to learn and absorb advanced knowledge continuously and
effectively, accessing self-improvement.

Their one of fears is low or minus input-output ratio. The cases of PSSD were lack so
that these managers lack confidence on PSSD. Unclear market price of a PSS design is also a
factor they worry about, because this makes them loss the judgement to the veracity of quoted
price from designers. The last but significant fear is being in the backward stage of company
in competition. They must go forward followed the trend but sometimes they have not a clear
direction.

According to the expectations (gains) and fears (pains) of managers and entrepreneurs, |
designed my value propositions for them are:

(1) Learning not only about design, but also the future smart managing /
business thinking

(2) Exploring & Connecting exports of design & business, collaborating
to find the best solution

(3) A great number of real cases provided for studying or researching
(4) The most professional PSSD knowledge “bank” in China

(5) Customized & Flexible, easy to use



For design professionals, professors or even students related to PSSD (See Figure 6.8),
they want to know the updates and trends of PSSD and its relevant knowledge such as service
design, design strategy at any time. Of course, improvement of the design skill or ability matters
to them as well. In addition, they long for projects cooperation. One purpose is taking money,
another is accumulating the experience, being good for individual development of career.

The pains for them have 3. One is there is no any platform or organization in China of-
fering the professional PSSD and related knowledges and updates. Second is convincing the
customers the PSSD is a complex and challenging progress, being recognized is hard. Third is
apart of going to university to read for a degree, they almost have no channel to improve their

own PSS design skill or abilities.

Therefore, followed by the situation above, value propositions for design professionals are
designed as:

(1) Expanding quality business cooperation

(2) Mastering the PSSD updates at any time, any where

(3) Improve design ability in a simple and professional way
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Value Proposition Canvas

Value Proposition Canvas

(For Designers)

(For Entrepreneurs & Managers)
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6.3. Concept Description

6.3.1 Product & Service System Design

As it mentioned before, | should building a Chinese PSSD network through providing online
services and offline services. The network was designed based on two important principles:

1. The network should be like a “bank”, it could not only “store” the PSSD-related knowl-
edges and information, but also make knowledges and information can be flowed and
used among people. 2. The network should link all PSSD-related potential stakeholders,
fercilitating an PSSD eco-system of people. Therefore, from the general product / service
system map we can see, whatever it is online service or offline service, the design focus on
people’s link, knowledges link, and at the same time enabling them to interact positively in the
network. (See Figure 6.9)

Next, | will describe this system design from aspect of online services, offline services and
links and interactions between online and offline services one by one.

6.3.2. Online Product & Services

| defined that the online services are realized mainly by application (APP) on mobile de-
vice such as mobile phone or iPad. People can also visit website to receive relative services,
but website is not the main place offering services. This application is consisted of three main
system, they are information system, education system and networking system.(See Figure
6.9)

Information System mainly provides the service of delivering of knowledge and updates about
PSSD. The contents of it are produced by PSSDER and some partners. The partners include
design medias and organizations such as IXDC (Chinese outstanding media or organization
focusing on user experience design), CSDN (Chinese Service Design network), some famous
design teams such as Tencent CDC (Customer Research & User Experience Design Center),
Fjord Design company, and academics such as Qinghua University etc. The previous partners
can provide more about up-to-date news or perspectives or activities about PSSD, the later one
bring more about case studies and trend analysis, and the last one could contribute to basic
theory, methodology and tools. Under this partnership, PSSDER could build like a “PSSD infor-
mation centre” covering all aspects of PSSD information, where managers and designers can
read what they interested in at any time and any where.

Education System supplies online education service for managers and designers who want
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to learn more and deeper about PSSD. Professional, flexible, light education experience is
what this service like to take to users. Therefore, in this part, to make sure of professional and
diversity, the professors in Universities, the senior designers in design companies or managers
who finished a successful PSSD projects will be invited by PSSDER, planing the online courses
together. Meanwhile, it is more effective to cooperate with some online education brands like
lynda.com . The online courses are “small” but quality. For reviewing and further learning, all
references of course such as sliders or related essays will be attachment in every online course
page to downloading.

Networking System is the key tool for building the PSSD people network. The main value is
connecting or linking. All users can register and enter the individual information into the system,
and then to be a PSSDer. With the tech-support form google map, every people verified by
system can be like a landmarks in map. User can accord to their needs to find and build links
with the appropriate designers or managers. If users want to have a project cooperation, or a
discussion with the connected people, the system will also support a simple online chat or talk
pages for these “stakeholders”. The networking system is a bit like light version of “LinkedIn”, it
was designed to encourage more PSSD interactions and PSSD project cooperations, breaking
the isolated transitional career cycles. Besides, the most important thing is forming the PSSD
people network equals developing and constructing the PSSD knowledge system.

6.3.3. Offline Services

The offline services will be offered by PSSDER design centers located in different cities
in China.

Offline services have two: education and consultation. For offline education, PSSDER
invites the professors or senior designers as tutors, mainly teaching the managers who were
interested in PSSD but did not touch it. Depending on needs of managers ( transformation of
company, or new retail, or smart city building, or social innovation), different customized cours-
es can be chosen. The contents of workshop are mainly made up of perceiving stage, practicing
stage and sharing stage. The purpose of this education service is not training their design skill,
but making them to own an enjoyable PSSD learning experience. Through the experience, let-
ting them realize the value of PSSD and clarify the importance for company, and then develop-
ing or engaging in PSSD projects, being one of “PSSDers” in Chinese PSSD network. With the
offline education service, connections with professionals and professors are built. Consultation
service can be launched automatically.(See Figure 6.10)

In addition to the regular services, for marketing and arising attractions, the PSSD activi-
ties are hold by PSSDER from time to time.
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6.3.4. Links & Interactions between Online & Offline Services

The first important link is in offline and online education system. When people attend the
offline courses or workshops of PSSDER, a series of customized, arranged online courses will
be given for free to your application. These online courses can be as knowledge supplement
and extension of offline courses or workshops, giving people a completed professional educa-
tion experience. Additionally, the services of the live broadcast and recordings of offline course
or workshop will also can be found in individual’s application or website, which makes entrepre-
neurs or managers who cannot come to class or miss some classes because of busy business
to have second chance to attend the offline class or workshop.

The second link is about network. When people finish the offline courses/workshops, his/
her identity in PSSD network will be versified directly and at same time be marked a special
symbol. This symbol means this person have got the professional trains of PSSD, which could
bring the person opportunities to touch more resources or collaborations in network.

The third is about follow-up services. After offline courses, PSSDER will do a series of
follow-up services for individuals. Following the progress of the manager’s or designer’s PSSD
project and giving the relative guides, suggestions and resource are partly delivered by online
services. When the project finishes, the service providers of PSSDER will help to make the
project into a professional cases study and then to exhibit it in information system. This can
increase the individuals influence in network and take more potential benefits. (See Figure 6.12)
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6.3.5. Business Cooperation
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6.3.6 Fund Streams

PSSDER will mainly get profit from online & offline courses service offing. Customers need
to pay for these courses or workshops. Consultant service is another profitable way. Besides,
with partners, there are many differnt kinds of cooperations such as advertising or holding ac-
tivities together, which is one of key fund stream in system and could bring profit as well. In the
other hand, PSSDER need to pay for tutors work, platform developing and offine space renting.
(See Figure 6.13)
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6.4. User Segment & Personas

As it mentioned before, There are 7 types of people who have large amount of possibilities
to use PSSDER’s services. Below is personas of these 7 types people and they supported the
customer service journey design and touchpoints design later.

Persona 1

Bio:

Ding is a young manager in this local traditional fabric man-
ufacturer. The factory has ran for almost 50 years, the main
business work is producing textile and fabric and then selling.
Recently because of the economic globalization, they also
do OEM (Oriental-Equipment-Manufacture) for some fashion
brands such as ZARA, H&M, GUCCI etc. His father is last man-
ager of this manufacturer. After he retired he just gave the right
of management to Ding.

Nowadays, his factory is not run very well because the market
competition is fierce and he can only use the “price war” to win

the low profits from business. Therefore, he always discussed Yaping Ding

about how to plan the new strategy or do transformation to Age: 38

win the more profits with some bosses around him. During the Title: General Manager
discussions, he knew the possibilities of design and created Work Unit: Changzhou Fab-
interest on it. But as he had few resources in design cycle, he ric Manufacturer

did not know how to think or do and still lack the confidence Hope: Earning more profit
on the changes the design could bring. His greatest wish is through transformation of
some design expert can have some courses for them and then company

build a reliable cooperation with them to upgrade his compa-
ny. Additionally, he also hope to have lots of relevant design
successful case studies to read. He said this could help him to
build confidence.

Persona 2

Work Unit: Cynoware technology Co. Ltd.
Hope: Making their technology and products to be a
service system

Bio:

As a Chinese technology company, their focus on develop-

ing different sensors and big data. Because he previous job Wei Wu
is technology manager in Turin Networks in silicon valley, he Age: 59

know his company need to transfer their technology into not Title: CEO
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Weiguo Chen

Age: 52

Title: Head of Urban Devel-
opment Department

Jie Huang
Age: 38
Title: General Manager

only products but services. However, in China, his networks
are limited and still know few about relevant design talents and
knowledge. He now is cooperating with design school of Jiang-
nan University but he think it is not enough. He want to be with
more exports, discuss and do some awesome business, offer-
ing a systemic solutions for their customers and then occupying
the main market.

Persona 3

Work Unit: Government of Jiangsu Province

Hope: Creating more smart and good infrastructure
and public services for urban citizens

Bio:

Chen’s department is responsible to making plans and related
policies for urban development in Jiangsu province of China.
What he did is not simply establishing one-by-one buildings,
but coming up with one-by-one smart city solutions which can
provide happy city life to people. With the development of urban
city, people are looking forward a better and better public ser-
vices and living condition. He found the old infrastructure and
public services plan cannot fit people’s needs anymore. Smart
city building strategy is his main job direction right now. He
had a team of technology, but after serval projects, he realized
technology in one part of smart city solution and also need the
supports from designers because the satisfaction of citizens to
new services or infrastructure is not good enough.

Persona 4

Work Unit: Associate manager of CSR Department

Hope: Doing charity or funding in an innovative way,
creating the social value and enhancing the brand’s
influence at the same time

Bio:

Because of the MBA background, Huang can assist the gener-
al manager to plan the CSR strategy well by her professional
business management knowledge. As a export manager, She
understand the importance of social innovation in CSR. She
know that comparing with donating or unilateral giving, a good
social innovation can not only solve the social problems more
sustainable and effective, but also can produce a very positive
and huge brand influence. Therefore, for this points, she want
to learn some knowledge about PSSD and service design, co-
operating the professional service designers or PSS designers
are also necessary.



Persona 5

Work Unit: Politecnico di Milano

Hope: Working for strategy design, projects and re-
searches. Expanding the Chinese Market.

Bio:

Fois like China and Chinese people, willing to build connection
with them and have been China many times. Now he have a
reveal design projects in China. But he is a ltalian and have not
much resources in China, thus he want to build a his network
like in ltaly, connecting his Chinese students and partners in
China. Besides, he also like to know the design environment
situation in China. He think these things could get benefit for
his project and business in China.

Persona 6

Work Unit: ThoughtWorks

Hope: Promoting self-abilities, accumulating more
practical projects experiences and then to be special-
ist designer in this field.

Bio:

After graduation from Polimi PSSD, he worked in ThoughWorks
in China. ThoughWorks company culture creating a positive
self-learning environment. Apart of working, every workers in
there are learning something new everyday and try to be bet-
ter. Therefore, Wan hope to learn and know knowledges and
updates about PSSD, service design, experience design and
strategy design using his spare time. Of course, he also like to
build his partners networks, because this would benefit for his
career development.

Persona 7

Work Unit: Politecnico di Milano

Hope: To learn advanced design knowledge, to further
her master-degree study on service design in future
Bio:

Li is a product design student in Guangzhou Academy of Fine
Arts. But in studying process, she found her interest was on UX
design and service design. She thus prepared to go to aboard
to get a master-degree study in future. Now about all product
design studios’ works in school, she just did some relevant ser-
vice design or system design for its product intentionally. She
also want to know some seniors who also studied service de-
sign or PSSD in foreign school, because she think the sharing
studying experience can enable her to do righter decision for
her career.

Luca Fois
Age: 69
Title: Professor & Advisor

Jun Wan
Age: 28
Title: UX Designer

Feifei Li
Age: 23
Title: Design Student
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6.5. User Journey Map

CHANNEL

TOUCHPOINT

ACTION

EMOTION

USER VALUE
PROPOSITION

Hear about PSSD

Qo006

Friends
Social Media
Activities
Meeting
Website

Have a need for
innovation or ability
developing

know PSSD from
other’s mouth and
online surfing

Take an Interest

Qo006

Friends
Website

Get to know PSSD
from different
channels and ways

Touch with PSSDER

Qo006

Website
Application
Design Center
Staff

Tutors

Other Visitors

Watch the PSSDER
website

Download PSSDER
application

Be invited to attend
PSSDER activities

Know the services
offed by PSSDER

Can know more
about advanced
design knowledge
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Online & Offline
Study

PSSD Elementary
Acknowledge

Register / Book a

Workshop Customization

03

Website
Application

Read the infomation
& knowledge on
PSSDER online
service platform

have some online
courses and online /
offline speeches

Qo006

Website
Application
Design Center
Staff

Feel it is necessary
to learn deeper about
PSSD

See the information
about workshop /
offline course on
PSSDER website or
Application

Pick the course type
based on individuls
needs, then book by
APP or call

Q00 Q0O

Website
Application
Design Center
E-mail

Study Plan

Affter book, the
PSSDER staff will do
a short talk with user,
knowing his/her
expectation and
insights

Recieve an E-mail or
info in platform about
the schedul and
customized online
and offline courses
(special study
solution)

Website
Application
Design Center
Tutors

Staff

Other Students

Have courses and
workshops in
PSSDER design
center

Have the relative
expandation online
courses

— T e
—r s

T e

Open mind / know
the up-to-date
perspective &
knowledges

Build connection with
professionals and
other enterpreneurs

Can know the
benefits of classes /
workshop

Have a confidence to
centre

Get the personal and
customized service

Meet the needs

learn something
useful for their
company

build connection with
professionals and
other enterpreneurs



Trust PSSD

Qo

Website
Application
Tutors
Desingers

By studying, realize
the value of PSSD

Have a plan to do
PSSD project

Build Links in
PSSDER Network

Q0B

Website
Application
Design Center
Staff

Use the network
function of
application, knowing
and linking people
who are PSSD
experts from different
field

Deisgn Center also
can give some helps
for good linking

Chat and discuss
each other

listien to innovative
suggestions from
professionals

find the detailed
current chanllenges
the company
encounter and know
the futrue plan

Porject Cooperation

Q Q

Design Center
People linked

People linked

Business Meeting
(can be in Design
Center)

Project Finish,
Win the profits

Doing project
together

Get the positive
cooperation
environment

Make money

Promote brand
influence
Efficiency and

Effectiveness




Follow-up Service Share Result Link More
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Application

Short interview, Share the case in Link more and more
expressing feedback PSSDER platform, people in network, for
to PSSDER, for wining attention from future projects
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project would be a
case study that can
read by others
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6.6. Storyboard

i

Decreasion

1. Ding is a young manager in this local
traditional fabric manufacturer. Because
this company was inherited from his fa-
ther, thus the company is old and the
business started to decrease. Ding was
worried about it.

PSSD + MY COMPANY =

L

3. Thus, Ding started to have a curious
on PSSD and interest on it. He was
thinking if he can use this design knowl-
edge to help his company’s upgrading
or transformation, then getting perfor-
mance growth.

2. When Ding visited the website of
ICEO.com, he found and read the arti-
cles about PSSD and PSSDER services.
Then, when he attend the conference
and party organized by CGCC (China
General Chamber of Commerce), he
heard the information about PSSD from
other managers’ sharing.

4. He checked the relevant information
on website and then found PSSDER,
feeling it is good, and then downloading
the relative application.



5.He used his spare time to read the
case studies, professional perspectives
and knowledges about PSSD. These in-
formation strengthen his faith on PSSD.

PSSDER
S CENTRE

7. The workshop days coming, Ding
went to PSSDER Design Center, waiting
for a exciting studying experience.

6.Therefore, he got to know there were
some offline workshops and courses
for manager like him, then booking the
courses and a workshop according to
his need. Meanwhile, he register PSS-
DER'’s membership, thus he can watch
the online video courses.

how do
you think?

8. Before workshop, PSSDER staff
asked Ding some individual information
and needs, and discussed with him. The
aim of this is offering later customized
education services for Ding. Staff said to
Ding they would arrange relative offline
and online courses for him according to
his need.

offline
course

9. Workshop starting, Ding had speech-
es, discusses and practice experience
in workshop. The most interesting part
he think is practicing part, he like to co-
operated with other managers and de-
signers to interactive and to have ideas
together.

10. In PSSDER education progress,
there were not only offline courses(in
workshop), but also online course. Ding
had a “cross-over” studying experience
that made him feel very good because
these customized study materials were
planed well by PSSDER.
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PSSD + MY COMPANY = ""
.

11. After workshop and a period of on-
line studying, Ding had convinced PSSD
and thought it was the time to integrate
PSSD into his company’s transformation
project.

13. Ding organized a meeting to kick-off
his transformation project, inviting the
stakeholders he built a link in network.
He would like to using PSSD to make a
difference.

12. Ding used the PSSDER network to
find the people he need in this project,
including PSS designers, professors
and some other people such as other
companies CEOs who also attended the
PSSDER'’s workshops. Then, linking,
chatting, discussing, and cooperating.

14. The project lasted for a half year, his
company was successfully conducted
servitization of manufacturing. His com-
pany got rid of the situation where win-
ing low profit from only manufacturing.
Now he can get 3 times profit increasing
by offering different other services.

15. PSSDER staff did the follow-up ser-
vice for Ding. The staff gave Ding some
suggestions about PSSD after project.
Meanwhile, she recorded Ding’s suc-
cess experience, and then writing a ar-
ticle as a new case study for the PSS-
DER platform.

16. By the power of success and PSS-
DER network, more and more knew
Ding from his enterprise transforming
project. Ding got more business coop-
eration than ever. He believed PSSD in-
deed make a difference on his company.



85

6.7. Business Canvana

Key Partners &

Business Organizations:

CGCC(China General
Chamber of commerse) / ICEO

Design Organizations:

SDN China/ DESIS China/
IXDC

Universities:

Qinghua University / Tongji
University / Polimi

Design Teams:

Fjord China/ ThoughtWorks
China/ Tang Design / Tecent
CDC / Alibaba UED

Goveronment

Key Activities °

PSSD Education System
Constructing
(online & offline)

PSSD Information Platform
Building

PSSD Netowork building 7

Key Resources

Network of PSSD

Tutors

Value Propositions

Learning not only about
design, but also the future
smart managing / business
thinking

Customer Relationships

Membership System

L 4

Follow-up Service

Exploring & Connecting
exports of design &
business, collaborating to
find the best solution

A great number of real
cases provided for
studying or researching

Customized info Service

The most professional
PSSD knowledge “bank” in
China

P

Infomations
(news, perspectives, activities)

PSSD Case Studies 7

Customized & Flexible,
easy to use

Channels

Application

Website

Design Centers

Customer Segments ‘

Entrepreneurs or managers
in traditional production or
service company

Entrepreneurs or managers
in internet / software
companies

Governors, managers or
engineers who are
contributing on smart city

Managers in government,
organizations or social
enterprises who want to do
something for solving the
social or environmental
problems

Professors

Designers

Student of Design School

Cost Structure

Platforms Design and
Development
(application & website)

Tutors’ Salary

Network Management

Marketing

Employees’ Salary

Revenue Streams

Offline Workshop / Courses
Tuition

Online Courses Fee

Consultant Fee

Membership Fee

Advertising Fee







7.1. Application Design for
Online Service

7.1.1. Why APP

In China, PSSD is in the beginning stage, thus making it to be easily accessible and cog-
nizable is the main task to development. Especially, the target groups, entrepreneurs and man-
agers, designers, they always are busy so that have been used to absorb or learn knowledge
by mobile devices because of flexibility. In addition, with the development of IOT and experience
design, more and more things can be done by linking the mobile devices. Compared with the
“website” product, APP is obviously a future trend that could bring people more exciting experi-

ence with the interaction between offline service and online service.

Therefore, APP was chosen as my design focus. Perhaps application cannot offers a deep
study or interactions between people for PSSD, but just as the roles of the online service should

play | mentioned before - touching and linking, it could do a good job.

7.1.2. Design Principles

The application includes 4 systems, 3 of them are service systems - information system,
education system and network system, the left one is individual account management system.

For these 4 systems, the principles of the design (Figure 7.1) are as below:

Figure 7.1 Application Design Principles

Simplicity
& Usability

Big Data

Analysis Authentication

APPLICATION
DESIGN
PRINCIPLES Communi-
cation
Channels

Private
Customization

Feedback el

Supporting

Mechanism System
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1.Simplicity and Usability

Because the application is 3 in 1 product (system), the design should be as simple and usable
as possible. To keep the light of product, the application only focus on the main function of each
system and then do the simplest interactive design for them. The application was designed to
give user a linear experience. The information architecture is not beyond 3 layers.

2. Big Data Analysis

The biggest difference between online service and traditional service may not be in its form
of expression, but in the integration and regeneration of data. The user’s learning behavior
and habits in the system can help us adjust information and courses products and optimize
the online service system, which is of great value to customization, research and continuously
upgrade of system.

3. Private customization

Most of the traditional teaching methods are one-to-many. They cannot be individually custom-
ized according to the individual circumstances of each student. Private one-to-one preparations
are too costly, and online education systems can be very good at a constant cost. Meets the
needs of private customization.

4. Feedback Mechanism

Numerous experiments have demonstrated the importance of feedback mechanisms in learn-
ing. Online education systems can set up feedback in many places to keeping abreast of the
learning progress and learning situation which allows students to be motivated to learn. Every
time there is a good feedback after the training or after class, the learning effect will be greatly
improved.

5. Course supporting system

The course system includes recorded courses, live courses, and course products. The concept
of curriculum products is a free combination course format, supplemented with data, and is not
limited to live or recorded formats. A course product requires a sufficient amount of teaching and
research in educational institutions to become a qualified educational product.

6. Communication channels

Learning is lonely. Finding like-minded partners and mentoring teachers can bring persistence
in learning.

7. Authentication

This is a application in professional field, thus the professional and authentication is very im-
portant for user experience and exception. Only if keeping the authentication, user can get
real knowledge and helps from real professionals and the PSSD eco-system could be formed
positively.



7.1.3. Features & Architecture

(See figure 7.2)

The application has 4 basic systems: information system, education system, network sys-
tem and individual profile management system. These 4 system can be switched through 4 dif-
ferent icons/tabs in main tab bar. In every system, the user can get the linear using experience,
aiming at creating the light feeling to users even if it is a 4 in 1 application.

After signing in, users would be into the information system primarily. Like news applica-
tion, user can check and read the updated information about PSSD every day. The information
system has 2 layers. In education system, users can browse the online course products, then
getting, managing and having online classes. Besides, user s can watch the public speeches
related to PSSD in this system as well. The information construction of this system is consisted
of 3-4 layers. Network system has the same layers as education system, but it looks more like
a social tool. Users can know, find PSSD stakeholders in network and then talk with them. The
final one is individual information management system. In here, users can manage all informa-
tion that relating to the previous systems here. The layers of it are 2. The function tabs drawer,
searching, filter and talk alarm would appear in every layers , which enable users to find the
information they want conveniently.

7.1.4. Wireframe

(See figure 7.3)

The purpose of wireframe was to determine the layout of application. Similar with principle
of application logical and information structure design, the layouts of pages were designed as
simple and clear as possible, making users to read and interact in every page easily. The wire-
frame also helped on understanding of interaction logic.
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Figure 7.2 Application Architecture & Logic Map
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Figure 7.3 Application Wireframe Design
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7.1.5. Final Prototype

In the final step, the vison part was took into consideration.
The layout, interaction and contents were designed in details. In this
Phase, evey pages in application will be introduced:

REGISTER & LOADING PAGES
When user firstly use PSSDER, he/she will enter individual’s
data and register a PSSDER account for him/herself. Because au-

thentication is nessary to PSSDER system and networks. Every time
the loading page will show the logo and value of PSSDER to users.

all T ==

PSSDER

D)

PSSDER

Welcome!

Continue with WeChat

By tapping Continue or Log in, | agree to PSSDER's
Terms of Service, Payments Terms of Service.
Privacy Policy, and Nondiscrimination Policy.

beta 1.0

D

PSSDER
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MAIN PAGE (FOR YOU PAGE)

The main page is also called “For You” page. In this page, user
can see all information related to PSSD as soon as opening this ap-
plication. These information includes PSSD-related perspectives,
PSSD case studies, new PSSD-related methodologies or tools intro-
duction and offline activities information. Considering the possibilities
of PSSD in China, taps about new retail, organization transformation
& upgrade, smart city building and social innovation were labeled in
each article. “For You” is as the title because in this page all informa-
tion because in this page all information were customized by big data
— I collected from users’ individual information and browsing habit. The
- — target of this page is enabling users can get update knowledge and

information at any where and any time.

PSSDER PSSDER
B2 .

METHODOLOGY / TOOL
Business Origami

Atool for designing complex service systems

PERSPECTIVE
Breaking New Frontiers
Six success factors for scaling B2B service

design

GLOBAL

1-12

ACTIVITY m
SERVICE DESIGN GLOBAL
CONFERENCE 2018
CASESTUDY M Save the date SDGC18 is desiging to deliver
CHARITY HIKER From Tecent in Dublin
& 5n O

HC

For You Gourse Network My Profile For You Network My Protile




ARTICLE PAGE

If user tap a article he/she feel interested in, he/she would be
into “Article” page. In this page, user can mark the article as his/her
favorites and share it to other people. Apart form the article, the avatar
and information of editors can seen at the end of article. User can
enter the editors’ individual page to try to build a link with editors.
Additionally, “maybe you also like...” can lead users to explore more

similar articles.

CASE STUDY Q M

CHARITY HIKER From
Tecent Design

100 million dollar donation collection in 3 days,
creating a donation miracle by PSSD

New challenge

The new changes brought new opportunities
and also brought with us new design
challenges:

1. How to better connect resources and give
play to the advantages of resources?

2. How to better engage users?

3. How to better express the activity brand of
99 Public Day?

RESULT

Expanding the forms of participation beyond
donation and donation, further reducing the
barriers to participation and making it more
convenient and simple for more users to
participate.

EDITORS
Yan Chen Zhen Kai
TECENT TECENT

eprors
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MY COURSE
ON-LINE COURSE
Ll H

PUBLIC SPEECHES

s ”n

COURSE PAGE

The second tab in tab bar is about education system. User can
watch and manage his/her online courses they have in “My Course”
page. In online course product page, user can browsing all online
course product and add the course products they like into his/her “My
Courses” page. In the public speeches page, user can watch the dif-
ferent speeches about PSSD online for free.

PSSDER

g | i
PUBLIC SPEECHES




MY COURSE PAGE

Entering the “My Course” page, all courses products user had
were listed and user can see the progress and basic information of
courses here. When user want to get more online courses, he/she
can use the link in the bottom to jump to online course products page
directly.

PSSDER

MY COURSES

Designing and Delivering
Great Customer Experience

Thomas Stewart & Patricia O'Connell

PSSDER
MY COURSES

Granluca Loparco

Zero Ul
it

Design Thinking: Data
Intelligence

Andy Goodman

GET MORE COURSES

MY COURSES.
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STUDY PREPARING PAGE

When user choose (tap) one course product the page will jump
to next layer where user can check the curriculum of this product,
process of studying and related reference.

©

© ®
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(») 10. Conclusions
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(») 3. Building Brand Consistency

Di References / Resources
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ONLINE STUDYING PAGE

The next layer is online studying page. When user choose one

class title and then enter this page, he/she will see the page is made -
up of 4 parts. The first part is class video. The second is class high-
lights where user can see the key points of class by the drawer inter- | e <

action. Meanwhile, user can check the Q&A at the same part by tab
interaction. Here questions were asked by other students(users), user
can check it and then get to know the answers of almost questions
which could have during the class. Next is tutors’ introduction and
information, followed by feedback system where user can asking tutor
questions and have a interaction with other students. =

PSSDER PSSDER

1.What's Service Design

https:/fwww.service-design-
network.org

HIGHLIGHT Q&A
Thank you for your studying!
« I's important to remember that customer
experience is not the same as customer
service.

If you like to ask questions to our tutors or give
us feedback / suggestions, please let us know!

Customer service is what comes on at the

end after something goes wrong or when the

v SHOW MORE




102

PssoER = Q

ONLINE COURSES

ONLINE COURSE PRODUCTS PAGE

In online-course products page, user can check different cours-
es products recommended to him/her by system (big data). These
course products show users the basic information including picture,
title, subtitle and tutors. If user like to book or get one course product
he/she only need to tab “plus” icon at the left of the course title.

PSSDER

DESIGN THINKING / SERVICE DESIGN ®
System Design Thinking

how to transforms
ms of brand, produ

and service

% Frog Design Studio @ Matiida Lopez

DESIGN STRATEGY / PSSD ®
Design for Cultural Strategy

This course is for anyone who wants to harness their

Creatve Ahi e e ——

PSSDER

ONLINE COURSES

e

SERVICE DESIGN O

Retail Customer Service

l., Eddie Perking. a Caralyn Schultz

SERVICE DESIGN / PSSD O
Collaborative Innovation

Learn how to

information to

e Drew Bridewell o Rick Trader

AETTUTTST— |




COURSE PRODUCT INTRODUCTION PAGE

In detailed course product introduction page, user can have a
overview for the product. There is a preview video which equal to an
introduction (the first part) of series classes. Then, the brief and tutor
introduction are followed by. Finally, the curriculum can checked by
users at the end of page. If user have a interest after checking, he/she
can buy or get (for member) by “get” button.

PSSDER

OVERVIEW

The interaction between culture, pecple, and
trends Is the driving force behind influential
brands. Cultural strategy reveals how and why
consumers think, act, and feel-now and in the

v SHOW MORE

PSSDER

Design for Culture Strategy

AUTHORS

Gerard Crichlow

R

Randall Elliott

COURSES LIST

1.Introduction

2.Strategy Porposition

O @ 0

oveRviEW

AuTHORS

COURSES LIsT

SIMILAR COURSES
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PUBLIC SPEECHES.

< 1 essoem

Design Leadership

O bH B

oveRviEw

AuTHORS

SIMILAR SPEECHES.

PUBLIC SPEECHES PAGE

Public speeches page is similar to course products page. All
speeches are listed in same page, user can scroll and check. The only
different place is the “plus” icon that replaced by “share” icon. The lay-
out of speeches-watching page is similar to online-studying page, the
difference is that in speeches-watching page is tend to “socializing”.
User can share, thump up, comment and do some other interesting
interaction with others in this page.

PSSDER

PSSDER

RN .
R3S

RIS ?;]‘ﬁw Y
P ETIER "
PSSD / SERVICE DESIGN

From Products to Serivces

y Bottort Cont im Innovation

O b 0

2017 {Fjord#BIRE)

1.5K 4.5K 1.3K
FiF®ITE AR BIK
e OVERVIEW

The interaction between culture, people, and

SERVICE DESIGN ; : : !
Sarvice Deslan Treid Report [ trends is the driving force behind influential
ervice Desian lrenc.nepo brands. Cultural strategy reveals how and why
. Design manager ot Fjord Hongkong consumers think, act, and feel-now and in the

E2-adid L E '  SHOW MORE
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MY NETWORK PAGE

Network system is the third tab in main tab bar. When people
jump to network system, the first layer they will see is “My Network”
page. In this page, the people user has built the link with are shown as
a list here. The system will also recommend “people you like to know”
in PSSDER network to user according to individual data. In addition,
the link to “exploring” page is always shown on screen. User can go to
find people he/she want to connect by this link.

PSSDER

Recommentation

73200

Hu Ying Xin Xiangyang ~ Zhang Qian Nan
Thoughtworks JN University BM Design Flord De
PSS Dasingar Protessor Service Designar PSS Desil
My Network

Chen Yan n
Tencent CDC u
. General Manager U
Chen Jian O
Alibaba n
. [ ]
Project Manager
Zhang Yuting n
ThoughtWorks n
Senior Service Designer U
AP Zhuliyan "

EXPLORE

2 =
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EXPLORING PAGE

“Exploring” page seems like a map. Differing from google map,
it only show all people in PSSDER network on map. Different colors
refer to different roles in network. On this online network map, user
can easily find the appropriate stakeholders he/she like to connect for

potential cooperation.

PSSDER

Yang Ailin

Tong]i University

Gao Dexin
. Tongjl University

|
. Professor food
@ Manager
@ Designer
@ Gov Bai Hal
S-point
[ ]
[ ]
. Xin Xiangyang
Design school of
He shu JN University
Thoughtworks
Sen Shan
Thoughtworks ®
L ]
. Si g
KES]
. Huang Jian
Microsoft
L Bal Ha
- . S-point
L J
& L ]

A Su Men
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. Tongjl University
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Thoughtworks
Sen Shan
Thoughtworks .
L]
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KES)|

Xin Xiangyang
; Design school of JN Unversity
Professor ( Interaction / Service
ﬂ. Design )

Hal

More Info Int




INDIVIDUAL INFO PAGE

When user have a interest to someone on map and want to con-
nect with him/her, he/she can enter this people’s individual page to
check the details. In addition to the basic introduction about this peo-
ple, the details include also the people’s individual networks and his/
her PSSD projects (ongoing or finished). If the person is the “right”
one, user can send the message to ask for connection.

PSSDER

Xin Xiangyang
Design school of JN Unversity
Professor

Xiangyang Xin is a professor and dean
for Jiangnan University's Schoal of
Design in Wuxi, China.

Cultural studies and product develapment. He looks at how design,
as both philosophic topics and professicnal skills, contributes to
transformations of lifestyles, businesses and societies.

Xin co-founded and served as specialism leader for the last five
years of the Master's in Design Interaction Dasign Program at The
Hong Kong Palytechnic University.Xin's professional practice
covers a variety of industries and major projects with partners
including the United States Postal Service, the Hong Kong
Government, P&G, Applied Science and Technology Research
Institute Ltd. and Respiranics (now part of Philips)

message connect

His network His cases

Zhang Yuting
ThoughtWorks

Senior Service Designer

Chen Jian
NelEase

¢ O

General Manager

PSSDER

His network His cases

Q

PSSD / DESIGN STRATEGY

CHANGHONG CHIQ System

Making the products of brand to be the eco-system which
can realize a various of user’s value

DESIGN STRATEGY / PSSD

P&G: Corporate Commitment

The development of product and service in the UPPER
RIGHT requires a commitment at all levels of company

PssER a
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PSSD / DESIGN STRATEGY QM

CHANGHONG CHIQ System

Making the products of brand to be the eco-system
which can realize a various of user's value

By redefining the structure, form, and

relationship of multiple terminals such as TVs,

refrigerators, and air conditioners with people

as the center, a multi-terminal collaboration,
i and wide

are realized with a complete set of technical
architecture and ecosystem. Changhong's
“Home Internet” is a tra

on. Appliance
companies started a new blue ocean

Mﬂk&gmmﬂ_ ol
4

BUSINESS sowuTion

Ghanghong promotes the "home Internet,” the
most fundamental core is to make home
appliances really "become a personal
consumer belonging to each specific
consumer”, so that home appliances provide
personalized experience based on individual
preferences and habits of consumers. Zhao
Yong believes that Ghanghong's role has lang
been more than just a traditional home
appliance manufacturer, but also includes new
roles such as technological innovation and
integration providers and system solutions
service providers

LY

the new "three-coordinate’ strategy is far-

reaching for Ghanghong, indicating that
c is a tr

.. - from the home
appliance manufacturers to home appliance
giants with Internet genes, from the simple to
the consumer sales terminal in the past Users
provide personalized service experiences and
services. The landing of this strategy also
indicates that the new business model of

Changhong's "terminal + data + content +
service" has been clarified.

PEOPLE IN SAME PROJECT

Genjun Ye

INDIVIDUAL’S PROJECT
INTRODUCTION PAGE

ASKING TO “CONNECT”
PAGE

Xin Xianyang
Professor

add a note

connect

QWERT

A'SDFGHJKIL

123 space return
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“TALK” PAGE

PssER Q

After connection, user can have a talk with this people by the E
“talk” system. This system works for “linking” but not for “interacting”,
thus it is designed as simple as possible. The deep communication or —
interaction will be carried out by offline service system. P9
o] [

L4 t PSSDER

160 ®

PSSDER

9 Done

Sun, Dec 111:20 PM
Chen Yan

Tencent CDC @

General Manager

Hi, | have a project about
improving service system of
my company. Do you feel
interested to help me?

Chen Jian

Alibaba @

Project Manager

Today 1:18 PM

1 OK! Tell me more about it
@

recommend you a friend who

praciey is professional. Zhu Liyan

Microsoft China @

UX Design Consultant
Thanks!

Delivered  Hobert
ers Hu yong

Holi Cool tech @

PSS Designer

Jiang Gonglue

Rokid @

Chief designer

please. Zhang Yuting
Estrad: ThoughtWorks @
e e | cant. But | wiil Senior Service Designer
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PRPFILE SETTING

MY PSSD PROJECTS

FAVOURITES.

TALK MANAGEMENT

AccouNT

a s »n W

NAME:

‘COMPANY NAME:
JoBTLES:

WORKING ADRESS:

INTRO:

PSSDER

PROFILE MANAGEMENT PAGE

The forth and last tab is for profile management. Users can man-
age their account and profile information in this page. The contents
which can be managed or edited are individual information, “My PSSD
projects” (portfolio for designers), the article marked favorite, talk dia-
log boxes and individual account.

PSSDER < t PSSDER

For You

Yaping Ding
Wauxi Textile
CED

PRPFILE SETTING

MY PSSD PROJECTS

FAVOURITES

TALK MANAGEMENT

ACCOUNT

”

Network

5 (0

a

0

Proflle

JOB TITLES:

‘ CEO ‘

WORKING ADRESS:

‘ Kaiyang Road, 54, Wuxi, Jiangsu ‘

@ @ | like to show it on network map

NAME: | Yaping Ding ‘ INTRO:
. Wuxi Textile is a tranditional textile
COMEANY NAME: manfacturer located in Wuxi,
- - Jiangsu. Now the enterprise is

‘ Wuxi Textile ‘ facing the transformering
problems. Hoping to getting helps
and benefits with PSSD.

JOB TITLES:

‘ CEO ‘

WORKING ADRESS:

(i) @) 11ke o show it on network map

‘ Kaiyang Road, 54, Wuxi, Jiangsu ‘ SAVE
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PSSD / DESIGN STRATEGY

From Manufacturing to Service

Sucessfully runing enterprise Transforming by PSSD,
reation of profit.

realizing in

®

PSSDER

METHODOLOGY / TOOL
Business Origami

A tool for designin

mplex service systems

DESIGNING TO DELIVER

ACTIVITY

SERVICE DESIGN GLOBAL
CONFERENCE 2018

Save the date SDGG18 is desiging to deliver
in Dublin

PSSDER

Today 1:18 PM

L ¢

21/02/18 3:23 PM

03/04/16 1:18 PM
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NAVIGATION BAR - 4 FUNCTIONS

On navigation bar, there are 4 function tabs. The first one at the
left is the “drawer” that user can use it to enter the different pages and
layers directly. The “talk” tab is near by, this function can alarm users
to know that other people had new message to them and make them
to can talk with others rapidly.

“TALK” ALARM

DRAWER

PSSDER

160 o
20 o

PERSPECTIVE
Breaking New Frontiers

Yaping Ding

My Courses

My Network

Six success factors for scaling B2B service

design

design

My Favorite

Perspective
Methodology

Case Study

Activities

CASE STU
CHARIT|
Design

100 millior
days, creal

Online Courses

Public Speeches

CASE STUDY

CHARITY HIKER From Tecent
Design

100 million dollar donation collection in 3
days, creating a donation miracle by PSSD

- " -
E = 8 @

For You Course: Network




On the right of navigation bar, the function “filter” tab is here. It
appear mainly in information system and online course system. The
information and courses are classified by different design subjects
(PSSD-related), developing directions and types (only in information
system). This filter can lead people to find what they want quickly
and accurately. The function “searching” is the last, enabling user to

search the content at liberty.

Perspective Methodology

Case Study ) Activities

DIRECTION
New Retail ) Smart City
Tranformation ) Other

Social Innovation

DESIGN FIELD

Service Design () PSS Design

Design Thinking
) Strategy Design

Sustainability

PERSPECTIVE
Breaking New Frontiers

Six success factors for scaling B2B service

design
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Using the Power of PSSD Network to Bridge
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Figure 7.4 Performance on different devices
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Figure 7.5 Effect in real environment
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7.2 Offline Service: Workshop Design

7.2.1 Targets Deification

Before planing and designing the materials and process of workshop, the target of work-
shop should be clarified at the first stage. Offline service are customized to different groups by
their different need, thus the targets of course are generally same but a bit different. Here | listed
general 5 targets (Figure 7.6) of workshop as follow:

1. Finding the right problems

2. Exploring ways to solution

3. Sitimulating creativity

TARGETS

4. Opening mind

5. Traning thinking

6. Expanding the influence of PSSD

Figure 7.6 Targets of PSSDER Workshop

- Leading to find the “right” problem

Comparing with finding the solution, helping “students” to find the “right” problem is more
important.. Thinking and method of PSSD should lead students to explore the nature behind the
problems and insights of people. Only do a right problem identified, the later solution and design
would be more effective and valuable.

- Way to solution

PSSD itself just is a new solution for current issues. Therefore, the principles, tools, think-
ing, processes of PSSD should be introduced to students and and them make them practice,
letting them to get a new scientific, innovative, co-creative way to get the solutions and can
applied it into their works later.



- Stimulating Creativity

The workshop is not only teach student the PSSD knowledge tools or methods, the more
important is changing their attitude to innovation and training the ability of collaborative innova-
tion, enabling them to be with leadership of innovation.

- Mind-Opening and Thinking-Training

PSSD is an emerging discipline that breakthrough a lot of conventional thinking and work-
ing process. By the workshop, breaking through students’ inherent way of thinking and enabling
them to see the different and advanced perspectives they never thought before is considerable.

- Expanding the influence of PSSD

Workshop participants are generally composed of people who have different background.
Therefore, it is equivalent to popularizing concepts and values of PSSD in their companies or
organizations. The workshop can make more people to understand how PSS designers usually
work and think. If the output of workshop can greatly help solving the problems that their com-
pany / organization is currently facing, the PSSD can be recognized by more people.

7.2.2 Preparation

Before workshop, except planing the workshop contents and process, there are some
other preparations important as well, they are:

1. Semi-Proposition to Proposition

The proposition should be not only based on planner’s idea, but also should based on
demands of students (Figure 7.7). At the beginning the topic can be semi-proposition and then
determine the topic according to some students detailed demands, which can make students
to have more real and immersive experience when studying and practicing. For example, in the
stage of enrollment, the workshop’s topic could be “Designing for transformation”, the content
of workshop could be general and flexible. And then, during the early period of enroliment,

PLAN STAGE

Semi-

Y

Propositon

Propositon
PSSDER
WORKSHOP
Early Birds Other Students

ENROLLMENT STAGE

Figure 7.7 Process for Proposition of PSSDER Workshop
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planner can pick a specific student and know his/her detailed demand(usually is an entre-
preneur or manager), for instance, the students is a manager of restaurant who want to do a
service transformation or upgrade. After that, planner could determine the topic as “Designing
for transformation: creating an awesome food experience” and planing relative special courses
and practice.

In this way, the contents of workshop will be always different and interesting. Participants
also can receive a more real and immersive experience because the topic is just from the other
participant nearby. Besides, helping other to solve his/her problems can be a good motivation
of cooperation and teamwork. Of course, the way of proposition should told to applicants of
workshop in advance. Schedule plan is also important. | believe this could be a new model of
workshop.

2. Participants ldentification

A success workshop definitely need a great collaboration between different people, there-
fore, in preparation stage, identifying the participants matters. | classified participants as stu-
dents, guider (host), professionals and supporters.

-Students

The best studying in a workshop is not learning knowledge from tutors, but learning from
other students. For this reason, the constitution of students is very important. According to
different backgrounds, demands and topic of workshop, different students (entrepreneurs, man-
agers, governors, designers even professors) are arranged into the same workshop. In this
way, when it is in communication, discussing or project cooperating stage, students can get
more valuable perspectives and insights from different angles. To one thing or problem, they
can have a more holistic acknowledge which is demanded by PSSD. Therefore, having a great
analysis on students individual data and doing a smart arrangement in workshop-preparing
stage is necessary.

-Guider (host)

The role of guider / host is always played by workshop planner. He/she needs to have a
good understanding of the goals and the whole process of the workshop. He/she also needs
a good eloquence and logic, ensuring the progress of workshop. In addition to the host, it is
better to have a few assistant guides with great PSSD knowledge. They can “walk around” in
the workshop, helping the team when they face to problems.

-Professionals

In addition to host and assistants, the different PSSD professionals such as famous se-
nior designers, professors or success managers with rich PSS experience should be invited
to attend the workshop to do a speech for students in different workshop stage. In the end of
workshop, they also can be as the judge who can comment on every teams results. Their par-
ticipance can increase the attraction of workshop and bring students different and more course
experience.



-Supporters

Supporters contains recorder and logistics. Recorder’s job is taking the photo and notes
in workshop, supporting the marketing and platform building. At the same time, recorder is also
a observer, he/she can record the good or bad points of workshop to support the improvement
of offline service.

3. Place and Materials

The venue needs to accommodate several sets of tables and chairs to ensure that mem-
bers can be grouped in the design process. Each team should has blanket PSSD tools or maps
such as customer journey map, system map and so on according to needs of workshop and
planner. Basic materials such as Marker, N-time sticker, A4 papers, a large whiteboard are nec-
essary. PPT, projector and timer can be prepared depending on the situation.

7.2.3 Workshop Components and Process

The workshop was designed as 5 parts. Students can learn and act in different ways in
these 5 parts (Figure 7.8). Except the first part “Icebreaking” and the final part “Application”, the
left three parts constitute the main contents of workshop, they are “Perceiving”, “Practicing” and
“Sharing”. The offline service emphasize enabling users to acknowledge knowledge by great
interaction, thus these 3 parts will appear alternately in workshop to ensure the most effective
learning result (Figure 7.9). The 5 parts are introduced respectively as below:

1. PERCEIVING 2. PRACTISING 3. SHARING
What is PSSD? Team up Individuial business stroies sharing
What benefits could it have?

Sccessful case study Cases anlysis Class experience sharing

Basic PSSD design thinking and Design tools / kits practices Idea / Concept discussion

process

PSSD tools and kits introduction Real project inroduction Final concepts sharing
(presentation)

PSS design management and

strategy After-class sharing

The role of PSS designer in

company

The design group for PSSD system
How to use PSSD to improve
user-value-oriented innovation

Figure 7.8 Contents of PSSDER Workshop
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0.ICEBREAKING

Icebreaking stage is the first stage making participants know each other and create a
initial link, which could increase the effectiveness of team-up in practicing and sharing stage.
In icebreaking stage the host should organize participants to play some games such as cup
stacking or paper balls, help participants to be relax and become happy to socialize and learn
from each other.

1.PERCIEVING

Perceiving part aims to enable students to receive related systemic education on theory
about PSSD. This part is distributed in different stages in workshop, taught by host and pro-
fessionals invited. The teaching contents of this part include introducing “what is PSSD”, “what
benefits could it have” and “what are the successful PSSD cases in market”, which could an-
swer the main questions in entrepreneurs and managers and even designers’ mind and enable
them to start have a trust on PSSD.

When the sense of trust built, the professional design thinking and methods can be given
to students, such as basic systemic and holistic design thinking, process, tools and kits and so
on. Students gonna learn them with practices.

After that, the education can go into the next advance step. The knowledge about PSS
design management and strategy could be taught by tutor depends on students demands. The
knowledge can involve the role of PSS designer in company, the design group management in
PSSD system, how to use PSSD to improve user-value-oriented innovation, forming company
innovative culture and so forth.

2.PRACTISING

Teaming up is the first thing should be done because PSSD always need the co-creation
and close cooperation between people with different background. Case study and analysis is
necessary to support “perceiving” part, making students to think PSSD in real scenario. During
tools and methods introduction phase, some short practices should be done for acknowledging
better the function and using scenario of these PSSD tools and maps.

The most important phase in practicing part is asking students to finish a real project (for
long workshop only). Because of PSSDER’s special way of proposition, the project always is
from specific student’s problem or expectation. The scenario could be like “every team help their
classmates to find the solution”, the process of that could be more emotional and interesting.
The final result also can be more meaningful to every participants.

3.SHARING

Learning, practicing and sharing, they are a positive education cycle. Sharing could occurs
at any time in workshop. At icebreaking part, host can give some time to let students discuss
and share their individual information and stories. At perceiving part, tutors can do the class ex-
perience sharing meeting where students can share what they understand on knowledge per-
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ceived after speeches. Apart from project presentation, during practicing any idea and concepts
could be shared between all participants consciously or unconsciously. After workshop, student
can use the online platform to share their PSSD applications or new perspectives to PSSD. In
workshop, | believe that sharing is for better learning and practicing.

4.APPLICATION / FEEDBACK

This can be seen as a extension of workshop or a part of PSSDER offline follow-up ser-
vice. After workshop, when students back their companies or organizations with PSSD knowl-
edge, PSSDER would continue to follow the student and contact with him/her, assisting him/her
to integrate the PSSD knowledge into his current works or projects. Meanwhile, by communica-
tion, PSSDER also can know the feedbacks (said or unsaid) of student and then promoting the
workshop quality based on these feedbacks.

1. PERCEIVING 2. PRACTISING

PSSDER

WORKSHOP

3. SHARING

/\\ /-\\
PERCEIVING - \/ - )
PRACTISING =~ \_)

DAY1 DAY2 DAY3 DAY4 DAY5

Figure 7.9 Process of PSSDER Workshop
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7.3 Others

Figure 7.10 Business card design
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Figure 7.11 Hand bag design

Figure 7.12 Stagtion poster desigr
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Figure 7.13 Design center design
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8.1 Methods of Test

After design, | worked for testing for my design. Test objects are mainly chosen from my
interviewees such as Wu Wei (CEO of CynowareTech), Lianzi (manager of policy making de-
partment), Ding Yaping (Manager of Changzhou Textile ). My designer friends also are invited
by me to attend the test. As the online service is main based on application product | have done
the demo design, | can directly send the demo to tester to evaluate directly, While on offline
workshop aspect it is hard to enable tester to have a real practicing. Therefore, | used the two
different ways to test my online service and offline service respectively.

For testing online service / product (PSSDER application), | set 4 objectives of evaluation:
usability, satisfaction(contents), utility and feasibility. Because the services have offered by 3
different systems, | just required testers to try to them one by one, and give a mark(0-10) to dif-
ferent system according to 4 objectives of evaluation respectively. (Figure 8.1). After that, data
collection and analysis are necessary. Beside, if the mark is relative low, | will ask the tester the
reason and his/her thinking and expectation.

APPIll{FEMN R
APP Evaluation Form

R NERBE E Tt T
HREG objectives Satisfaction Utility Feasibility
systems (contents)

BERRS

Information System

RERE

Course System

BFRE
Networking System

BKIT
General Criticism

0 -10%#T4> (score)

#i¥ (suggestions):

Figure 8.1 Form design for evaluation of application
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To evaluation of offline workshop design, | just found testers and talked to them my work-
shop concept and some detailed information. Asking some simple questions about workshop
was followed by. | can know about their thinking to workshop and feedback by their reflection
and answers.

Questions of Evaluation for Workshop Design

1.“Will you attend to PSSDER workshop? Why ?”

2.“How do you think to the process of workshop? Do you like it? Why”
3.“which part of workshop is your favorite? Why”

4.“Do you have some suggestions for PSSDER workshops or some expectations?”
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8.2 Result of Test

The demos of PSSDER Application were sent to 5 different people, 3 managers and 2 de-
signers. To information system, they all thought it is great ( average score 8.5 ) for them and the
information and knowledge are very interesting for them. The system itself is simple so they can
use it very easily. To course system, the designers thought it is OK but the managers thought
the quality and contents of courses are not very good. The system still very clear and easy to
use but the quality and variety of course products should be improved. The managers willing to
listen other successful mangers’ course rather than only professional designers. Now their (de-
signers) courses are too much, so to manager the scores of satisfaction on contents and utility
on this system are a bit low. Whatever managers or designer all thought the network of PSSD
is a very good idea and express willing to join it and use the function. However, the score of
usability of this system was low even if other objectives of evaluation got almost 10. The reason
is the network system let them feel the logic has a little bit problems and these problems made
them cannot enter the pages they want to go easily.

Currently, the average general score is around 8, which demonstrate the people (in man-
agers, designers circle) do have demands on PSSD and the product can satisfy these people’s
needs. But the network system, as the core function (Link) of application need to be improved
to be more friendly of usage to users. The course products also need to be rethought. A sup-
porting system and teams should be built to offering more right and quality corse products to
target groups.

To offline workshop, these testers all thought the concepts of proposition and workshop
process were very good. But they had a confusion on schedule. They thought they always are
very busy, especially to managers and entrepreneurs, How can PSSDER arrange a workshop
in right time and in right people combination is a big challenge. General speaking, the com-
ments on workshop were better than application because they think it is more useful to them.
Therefore, the first workshop could be launched as soon as possible and then improving the
quality by rapid iteration.
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Conclusion

China, as the biggest developing country, is showing the huge demands on economic
transformation, industry transformation and innovation. Meanwhile, with the rise of Chinese
brands like Alibaba, Huawei, China is also showing the world the power and potentials of in-
novation in Chinese huge market. Nowadays, few people know the word PSSD in China, but
development of concepts related with PSSD never stopped in China. Government, academia,
and industry all are exploring the concept of product & service system even if they did not call it
as PSSD. Therefore, PSSD as a developing trend is obvious in China. As long as PSSD can be
perceived systemically by Chinese people, it will develop very fast and release a huge power
in Chinese context.

Assisting Chinese industries to realize transformation can enable PSSD to fully release its
potential. In China, countless companies in transitional manufactural and service industries are
desiring for transformation and upgrading. Developing one new concept always need to have a
great media and carrier. To PSSD , in current China, the best carrier is “new retail” - the popular
concept focused on designing holistic shopping experience by online & offline product service
system design. With the help of “new retail”, PSSD can rapidly take a transit from theory to in-
dustry, showing its values to Chinese. In addition, because of the dramatically urbanization and
development in China, the needs of people are increasing and the social problems are growing
at the same time. PSSD, a design discipline considering sustainability, humanistic care and
social innovation, is a obviously great tool or guide to making a difference for current Chinese
situation.

The opportunities of PSSD are apparent, but the challenges are obvious as well. Due to
the slow development of design science, the basic design knowledge systems and networks
are immature. Now in level of Chinese knowledge accumulation PSSD is hard to develop very
well. Therefore, It is necessary to strengthen the research and construction of design knowl-
edge systems and networks in China. Besides, seemed developed but isolated information
system in China was limited the effective diffusion of PSSD. This lead to distrust and misunder-
standing to PSSD among Chinese. The related platforms for developing PSSD are also lack,
which aggravated the issue of negative development.

Therefore, based on the situation, possibilities and challenges, the concept of PSSDER
came. PSSDER is a project trying to construct a PSSD networks and eco-system, in which the
PSSD knowledge can circulate and stakeholders can link and interact with each other freely
and spontaneously. The target of PSSDER is creating the healthy environment for PSSD devel-
opment, so PSSDER need to offering different services and platforms, leading more and more
people to forming the network together (co-creation).



PSSDER project is made up of online services and offline services. Online services are
based on application which can let people access PSSD and step into the PSSD circle easily.
Offline services are based on PSSDER design center where people can acknowledge PSSD by
the offline courses, workshops and interaction with others. Online services and offline services
can interact with each other, forming a holistic information, education, and people resources
system in terms of PSSD, and facilitating continuous quality PSSD development.

The research part of thesis was based mainly on interviews and author’s observation and
thinking, thus the output cannot be very accurate and complete. The PSSDER s in an initial
concept stage, the datas from users and stakeholders are still lack. Therefore, about future
works, exploring more PSSD possibilities and having a deeper research on different possi-
bilities could be done for supporting PSSD’s practices in different industries. It is required to
identify and clarify the challenges of PSSD further as well. About PSSDER project, the further
development and examination are necessary at the same time. Engaging users and stakehold-
ers in developing process, collecting more datas, evaluating the feasibility and usability of whole
system and conducting continuous improvement should be next step.
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Full interviews’ transcripts

Xin Xiangyang
Professors in Design School of Jiangnan University
01 Feb 2018

What is the status of PSSD in China?

In China many design knowledge including interaction design, user experience design or
service design are not listed in standard subjects index of the ministry of education, but many
design schools have put them into the relevant curriculum. The situation in fact is the same at
foreign counties. Few but top Chinese design schools have noticed the importance of PSSD,
thus | believe in academia PSSD is going forward a good direction.

Currently, to Chinese enterprises and even society, PSSD has a bigger impact on products
or services themselves. In other words, most Chinese people think PSSD as a method or tool
that can deal with the issue about more and more obscured design objects, but they ignore the
another important function of PSSD - building an ecosystem to minimize the waste of resourc-
es. This phenomenon is resulted from the high-speed development of internet technology in
China. Now it is hard to image a physical product without a supportive app. App is fact a relative
services, which can offer customer a longer and more effective service and bring company
more profits beyond a simple product. This is what every companies want to get though the
design of product service system.

What is “PSSD” in your eyes?

PSSD, I think the most important reason this subject formed is people started to aware of
environmental protection and sustainability. To avoid the excessive waste of material resources
and to enable the tangible products can be used more effectively, the scholars thus proposed
this PSS concept. This is the starting point of PSSD. Now, PSS has more functions. One is like
before, PSS can be designed to reduce the consumption of material resources; Another one
is it can work on the development of service-oriented economy. Thanks to the development of
technology, nowadays the line between physical products and virtual products started to be
vague. This change makes a product can be seen as a service or a service as a product. The
aim of PSSD just is to solve the problems in current complex vague situation. Therefore, from
my perspective, PSSD is the holistic transformation in terms of design objects and design meth-
odologies. It emphasized to thinking of the products and services both together.

What are the barriers and challenges in the development of product service system
design in China?

Development of PSSD will absolutely meet an obstacle in China. Because it contains the
considerations to products, services, user experience, technology, sustainability, etc., PSSD
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plays a very complex design decision. This design decision can be built based on relative sci-
entific methodology, but in current China the basic design knowledge base is lack. Furthermore,
the mainstream design education do not conducive to the forming of PSSD knowledge base. It
still stayed at educating for graphic design and industrial design. If you want to develop PSSD
well, the relative knowledge base is necessary.

Can you talk more about knowledge base? What kind of knowledge should be re-
served?

Our design objects nowadays have changed a lot, from original tangible objects to intan-
gible objects. PSSD is a typical one. We must clearly know when a product has “contents,” the
product is not a simple product any more. This product will be a platform which need to offer
continuous contents, user experience to customers. To build a platform, the knowledge of man-
agement, business, psychology, design and so on should be included. However, | must say, the
cross-discipline cooperation is not enough, the more important thing is knowing how. Before,
we had a great collaboration with engineers because we know that a physical product need to
have a lot of functions, some of these functions only can be realized by engineers to support the
design. The relationship between industrial designers and engineers is clear. But to a product
service system, we cannot clarify the purpose of design, the relationship between platform and
content, and we also cannot define the roles of the collaborators such as business managers,
psychologists. Therefore, this uncertainty certificates that now we still lack the mature knowl-
edge base or system to support the development of PSSD.

What thing can we do for overcoming these challenges right now?

Before, design decision is mostly for illustration, product, building, mostly for manage
people, we were making decisions more about forms, forms in terms of color, material, and
sometime structure. But now, when we think about information architecture for a website, for
an online application or for a system. Information architecture is not simply visual architecture,
is not simply visual representation of an architecture, but why these information architecture
connection is separated from the other and how are they connected, how can all the parts put
together to support holistic of flow of all experience. These new design decision should be took
into consideration and researched deeply.

Another important thing we should do is changing the our design education system. Now-
adays our design education is too conventional, we have classes like plane formation, color
formation and three dimensional composition, but you can think of which class can help you to
do interaction design, user experience design or your PSSD? The education also was a con-
struction of knowledge base, so it is necessary to re-build our design education system.

What are the factors of PSSD development?

Basic theory of design research. Why the USA can lead the world in design field? Because
they had a lot of basic design theories which can support their further design research. When
they are facing a new design object, they have more basic theories which can support them
finding new design methodologies as fast as possible. Similar to mathematics, design is also a
basic discipline which is worth being researched. Therefore, | think the key factor is basic design



theory or research.
How do you think of the prospect of PSSD in China?

Because of the well development of interaction design in China, the concept of the service
design, PSSD also stated to be acknowledged by more Chinese. | think PSSD is a necessary
design trend in China. In fact you can seen many cases following the concept of PSSD, such as
shared bicycle, shared car and so on. In my point of view these cases just are the good PSSD
practices and they really combine the designs for products, services and environmental friendly
at the same time. Therefore, this trend in China is obvious.

Currently how did you contribute to development of this subject and how will you
do in future?

| organized ICID (international conference on interaction design) and Re-Design Design
Education Conference in China. | also helped to building IXDC (international experience design
centre). These conferences or centre | thought all helped the development of PSSD because
in conference in fact many speakers talked about PSSD many times, PSSD actually is a big
interaction in my view. | said before if we want to have a real development of PSSD, the educa-
tion system should be changed. Re-Design Design Education Conference just was for diffusing
these kind of advanced design education concept and new design class, hoping to facilitate the
design research in China.

In practical layer, | did the design for HongKong’s public service system. For example, | de-
signed the service system about benefits paid and received and the system about how normal
local people can find the job for government. In addition, | designed for HongKong Pok Oi Hos-
pital. All medical procedures and patients experience in hospital were designed by me and my
team. Meanwhile, | also accepted some projects from enterprise such as Changhong Electric.
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Ding Wei

Founder / Direct Desinger of MOMA Deisgn

Professor in East China University Of Science And Technology
02 Feb 2018

What is the status of PSSD in China?

In fact, 20 years before, the Chinese design pioneer - Professor Liu had emphasized the
design for system, but at that time there was no PSSD and he called this as “making objects and
then planing system”. You can find Chinese pervious generation designers have advocated that
we need to carry out this transformation. In current several years, the concept of service design
and PSSD actually were also popular, but the relevant successful cases created by designers
were still lack. So, | think although in China many people in design industry had a general
awareness on PSSD, there was no big breakthrough on practice yet.

What is “PSSD” in your eyes?

Before, we emphsized the physical product, because it can bring you simple function
and you can use it to solve some problems in life. Currently with the development of internet
of things, products integrate the internet, and then everything changes. Many new concepts
emerged, such as industry 4.0, smart city, wearable device and so on. When information at-
tached on objects, objects will have “sensing”; Data will be produced and transferred during the
interactions between people and objects, thus relative services appear, which is a natural pro-
cess. For example, MOBIKE, the new concept of sharing bicycle, through linking the physical
bicycles with internet, people can get more interesting services because of the data binding be-
tween individual information and products. | think it definitely is a future direction. The traditional
product will definitely add the property of “service” in future decades.

Additionally, in my point of view, the PSSD has still another developing direction, that is
new retail. New retail refers to relying on collaboration of online service and offline service to
offer more amazing customer experience during their shopping journey. A good PSSD example
in China I think is FRESHHEMA, it re-defined the retail industry of seafood, combing the many
other service such as restaurant, express delivery and online shopping into one seafood store,
which brought a brand-new experience for customers. Therefore, now designer cannot only
have the concept of designing for “objects” but also need to have the design thinking for system,
environment and networks

What are the barriers and challenges in the development of product service system
design in China?

Frankly speaking, this challenge is oriented from the general acknowledge of public and
Part A. For example, if government find you to do a space design or architecture design, you
can quote clearly to them, because you can count price in one square meter or in construction
area. But if government ask you to design a PSS for them, you cannot give a clear quotation,
right? Moreover, If you design a product, the product can be sold and bring your Part A profits;



if you do a branding design for a company, the company also can evaluate the brand value. But
if you design a PSS, what real value your Part A can get? | believe you and Part A both cannot
evaluated it according some principle. Therefore, simply saying, because of the unsystematic
knowledge and weak realization on PSSD, the advanced concept cannot develop well.

Transiting from products consuming to system and experience consuming, this is a big
trend in the market. For this reason, the current designers are facing more challenges. They
need to have not only skills of modeling and sketching, but also knowledge of service, technol-
ogy and informatization, etc. Therefore, | think we cannot see designers as a role whose job is
making hardware any more, we should view them as a director role. Their main responsibility in
an organization should be coordination and innovation. In addition to that, a top designer also
need to be with outstanding ability of insight-finding and decision-making. Soft skills are more
and more important to designers nowadays, but meanwhile these soft skills also are harder to
foster than hard skKills.

How do you think to overcome these challenges?

I recommend that PSSD should conduct a bond with one of traditional design fields such
as space design or industrial design firstly. During these design process, designer can con-
sciously add the concept of PSSD. By this way, the value of PSSD can reflect gradually and
then be admitted by society. For instance, my team once accepted a design requirement for an
industrial park. In original design process, we only need to do the reconstruction of building fa-
cades and interior space design. But if we add the concept of PSSD into this project, everything
will change. We may more consider the relationship between this industrial park and around
business environment. In addition, we also will focus on people’s experience when they have a
journey in this industrial park. The PSSD could give space a ‘time” concept, and give hardware
design a “software” design concept. In this way, the value of PSSD could have a good reflection
and more and more people will accept PSSD. | think this integration process is very important
to development of PSSD in China.

How do you think of the prospect of PSSD in China?

I think it could work in 3 fields in future. The first is in business, especially in new retail con-
struction. PSSD can help the store to build a brand new scenario, enabling Chinese consumers
who are used to online shopping can walk into the physical store again, feeling new and smarter
shopping experience. The second is in manufacture industry. The industry 4.0 emphsized that
the technology should integrate with share-economy, sustainability, so PSSD obviously have a
potential in this field, right? The final one | think PSSD could relate with our daily life, | means
it can bring positive change for urban life for citizen. Last month the government of Shanghai
call a group of designers together, hoping them to walk into the community and design for
community. The design sphere covers Shanghai people’s daily shopping life, entertainment life,
travel life and so forth. From this we can see , Chinese government has realized the design can
help them to build better public service for their citizens. The design here just refers to service
design, PSSD. Therefore, the concept of PSSD matters to current society because it indeed can
contribute to the development of society. We should believe it is a future design trend definitely.

141



142

Currently how do you contribute to development of this subject and how will you
do in future?

6 years ago, | help the government to promote the development of small towns by social
innovation. The project’s name is “design for country,” planing to re-organize the social re-
sources, by linking local relative backward manufacture industry with the countries to designers,
design companies and design centers, to actively encourage the development of country. | think
this project was my initial attempt on PSSD.

Then, 4 years ago, | proposed a concept called “4 chains amalgamation”. In fact it is very
similar to concept of PSSD, meaning that product chain, brand chain, payment chain and ser-
vice chain — these four chains should be combined and took into account together, to realizing
the systemic breakthrough innovation.

Last year, cooperating with Shanghai history museum, my team was required to design for
their gift shop which has 200 square meters. The manager of museum hope their 200 square
meters space can have 2000 square meters efficiency, so it is hard if we only design the offline
service according to conventional design principle. Then we just collaborated with Alibaba new
retail team, combining their advanced technologies solution, such as face recognition, holo-
graphic projection, scene marketing, building the online & offline service system, to creating
holistic shopping experience to customer. Customer will stay in the store for longer time (5
times), which means the sales will increase. | think this is just a good business PSSD project.



Gong Miaosen
Associate Professor in Jiangnan University
01 Feb 2018

What is the status of PSSD in China?

In China, sometimes you maybe found some people who are doing things which are sim-
ilar to PSSD, but they did not name it as PSSD. So it is hard to say the detailed situation of
PSSD in China.In academic world, some of top Chinese design schools are promoting the con-
cept of PSSD. They did relative researches and opened the relative classes at the same time,
leading the design education and industry. In fact, in market, you also can feel the huge needs
to PSSD from industry circles. In recent 2-3 years, | was asked by many enterprises and orga-
nizations to do the consultation and cultivation on PSSD. Many jobs entitled “services designer”
also are offered by Chinese company. Design schools are looking forward recruiting the talents
with PSSD background as well.

Service design seems developed better than PSSD in China, because service design
entered the Chinese context earlier than PSSD. Additionally, there are many overlaps between
service design and PSSD, which limited the development of PSSD to a large extent. In a sense,
PSSD covered by service design in China. However, although few people talk about PSSD, in
fact the concepts, methods and tools of PSSD have integrated into different design classes and
field, such as popular shared-economy in China.

What is “PSSD” in your eyes?

The concept of PSS came from the people’s discussion to sustainability. At the beginning,
people talk more about how to make the product to be sustainable. But as time goes by, they
gradually realized they need to enable whole system to be sustainable.

Nowadays when people talk about a solution, they could think more that solving a problem
by services, systems, environments but not only by products anymore. It is hard to find a using
only a product as a solution currently. Mostly, products and services are bond together and
appear in front of customers together. Therefore, whatever it is a product design or a service
design, it in fact just is a PSS design that designers should think of nowadays.

What role PSSD should play in design industry?

From my point of view, PSSD is just a design principle, a design method and a design
tools. Every people can use it to innovate and find a smarter solution. Of course, | think PSSD,
in most instances, refers to designing for a system in which the product plays a key role, while
service design should work for a system where the service plays a key role.
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What are the barriers and challenges in the development of product service system
design in China?

The slow development of PSSD in China to a large extend is because the fast develop-
ment of service design has covered PSSD. | think the concept of PSSD highlights the relative
complex systematic innovation, thus most of the time it is appreciated and diffused by people
with engineering background or systematics background. While service design is tend to be
design for creating better user experience, which is easier to be conducted by designers and to
be accepted by society.

Another problem limiting the development of PSSD | think is from Chinese designers and
design students. Nowadays in China, designers and design teachers or students are mainly
divided into two types. One type’s people refused to accept the emerging design concept, which
enable them losing in design developing stream. Another type of people are parrots. They like
to absorb the new knowledge and think it is good but they did not know why it is good and how
to use it in a right way. More serious for this kind of people is that for pursuing the new things
blindly, many of them even lost their basic design skills as a designer such as sketching. Frank-
ly, these two types of people are regular seen in China.

Moreover, our many students who entered the large enterprises are working for a small
design part such as beatifying interface but cannot touch with the system design even if they
attended the classes of PSSD or service design. | think this phenomenon also made an effect
on PSSD development in China.

The last is as a PSS designer you should have all-around quality. In addition to design
skills, PSSD requires designer to have a great communication skKill, strong perception and flex-
ible and holistic thinking to an object. Thus in China the education system cannot satisfied the
demand of cultivation of this kind of talents yet.

How do you think to overcome these challenges?

| think Chinese design schools should clarify the objective of cultivation. The classes of
design should be re-design by schools and then make students to learn the relative skills to
meet nowadays’ social demands.

In addition, we know when right design tools or methods use on the right design objective,
the effect and efficiency of innovation could be maximum. However, because of nowadays’
wider and wider design objectives, the huge number of different design concepts, methods and
principles emerged in recent decades. People would confused by these concepts and always
put the boot on the wrong leg. For this reason, the efficiency of working and studying is low.
Therefore, there should be the education system which can lead people to use the appropriate
design tools or methods on right place, maximizing the innovative efficiency.

How do you think of the prospect of PSSD in China?

PSSD and service design attracted the awareness of Chinese government. Because
Chinese government has found the importance of innovation and has regarded innovation as



the national strategy of development, Chinese enterprises and universities both are learning
and practicing various innovative knowledge and methods covering PSSD in recent decades.
Meanwhile, as | know manufacturing service industry is also a industry Chinese government
like to rapidly develop. Thus | can say more and more Chinese people will view innovation as
the core competitiveness in nest decades. | believe whether PSSD or service design, their real
values would be accepted by more and more Chinese people in future.

Currently how do you contribute to development of this subject and how will you
do in future?

In school, for PSSD, | focus more on the social innovation. Now my main research direc-
tion is designing for social innovation and meanwhile | also teach the class of social innovation
for graduate students.

In business, recently the new retail is popular so | also was invited by some companies to
do relative service system design for them, helping them to create more value of user experi-
ence. | think these new retail cases just are typical PSSD projects. Additionally, some product
design projects were actually typical PSS design as well. For example, | designed a vending
machine which would be put in guest rooms of hotels. It seems a product design but in fact |
designed whole back-office service system for this product such as cloud-platform system or
how to exchange the goods in machine.
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Chen Fang
Instructor in Istituto Europeo di Design, Madrid
24 Jan 2018

What is “PSSD” in your eyes?

To me, no matter it is a product design, service design or a PSS design, their nature is
a scientific innovation process which can help us to understanding information and then solve
a specific problem. PSSD is only equal to a part of division of “design”, taking responsibility
on macro design, to design for systems. Of course, only is designing for systems not enough,
PSSD also underlines the consideration for customers’ feeling and social responsibility. There-
fore, to me, PSSD is not only an emerging design concept, but also is an advanced concept of
humanism. It advocates people should have empathy, sympathy and social responsibility, right?

Additionally, | have marketing background, so | know the concept of service design and
PSSD were actually derived from marketing. If you can think of it carefully, you will find that
PSSD or service design just is a tool that can assist enterprises to build better brand shape and
to increase customer retention.

What is the status of PSSD in China?

In 2013, | started to refuse the concept of PSSD in China. At that time, this was a total new
words for China, thus many people feel this concept has a hidden distance from them. Many
people touched and knew PSSD, but they did not willing to understand or practice it further. Of
course, the definition of PSSD was also not clear yet at that time.

Now the level of awareness to PSSD was higher than before, but the awareness still lim-
ited to knowing. In fact, in China people had few channels to get the knowledge of new design
concept like PSSD, perhaps they knew the word and knew it is good from somewhere but did
not know the real framework of PSSD and the value of PSSD. For this reason, they had no
confidence to do the PSSD projects; Designers also cannot convinced entrepreneurs or gov-
ernments investing on PSSD projects.

As | know, several famous Chinese design schools such as Qinghua University and Ji-
angnan University were also paid attention on PSSD and did relative contribution on it. But you
also can see the effect of development was not obvious because in fact they did not have a
continuous researching or practice outputs for PSSD.

What are the barriers and challenges in the development of product service system
design in China?

If you want to develop a new design concept, | think firstly the various channels where
people can get to know the knowledge should be built. PSSD is an emerging advanced concept
from west country, so the relevant references or website about PSSD should be translated well
and then making Chinese fo be easy to access and understanding. But there were few people



who are working on this work of translation. In IxDC (international experience design confer-
ence) of China, | don’t know if you found they actually talking the similar knowledge about PSSD
every year. There were no deeper research or new progress for PSSD. | think this phenomenon
was just resulted from the lack of access channels of information.

Moreover, factly, Chinese big companies such as HUAWEI, OPPO, or Alibaba all are do-
ing service design or PSSD, but they did not entitled these projects they are doing as service
design or PSSD. So if you want to introduce to others case studies of PSSD or service design,
you will be hard to explain and then convince others.

Another challenge | think to PSSD is most of Chinese people like to see the short-term
benefits. If they ask you to do a design consultation, most of them hope your design can create
profits in one month. But obviously the value of PSSD cannot be evaluated by short-term profits
and it also is hard to assess accurately that how much money it could bring. After all, because
of serious competitive environment, most Chinese companies are in a “make a living” situation.

How do you think to overcome these challenges?

| think a good quality education of PSSD should be given to Chinese designers or some
enterprises, enabling them to have a deep understanding what PSSD is. The education should
be in a clear and attractive way such as case study, metaphor or workshop, letting people know
the benefits PSSD could bring and have motivation to use it. After that, the relative design pro-
cess and methods could be taught to them.

Of course, understanding is not enough. Practicing matters. Many Chinese designers and
entrepreneurs actually have been trained well and they know how to use PSSD. But most of
the time they did not use PSSD because they have had own peculiar way of doing things and
experience have certificated their way make sense in many situation. It can be seen that they
still lacked the confidence on PSSD. Therefore, perhaps setting up their confidence to PSSD is
more important than understanding from my perspective.

How do you think of the prospect of PSSD in China?

It is hard to say, because PSSD is not like graphic design or product design that you can
do well if you got the relative skills and a good aesthetic sense, it has a high requirement on
individuals. PSSD requires you should have more conditions on “softwares” such as a keen
business sense, a good understanding ability, innovation talent, curiosity, etc. Without these
softwares, you cannot get success on PSSD project. In a sense, it is easy to enter the door
of PSSD, but it is very hard to be an excellent PSS designer. Besides, nowadays there are no
people who is really doing a continuous contribution on PSSD in China. For the reasons above,
| cannot sure PSSD could have a good prospect in Chinese future.

Currently how do you contribute to development of this subject and how will you
do in future?

At previous years, | hosted the service design workshop in International experience design
conference (IxDC) every year. Now | am not focus on service design any more and taught the
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classes of design for innovation. Because | think either service design or PSSD both in fact are
a series of thinking ways and methods which could guide people to do the innovation. | hope
people can re-think the nature of design but be blinded by various emerging design concept.
After all, thinking the nature of design is the most essential thing for innovation.



San Guo
BD in ARKDESIGN
02 Feb 2018

What is “PSSD” in your eyes?

| think this subject is a bit like Chinese medicine, it gives people a bit feeling of empty.
Although it had not a detailed scientific explanation yet, it indeed works for people’s health and
disease treatment. Similar to Chinese medicine, PSSD need to have a large numbers of actual
application cases as support. | understand PSSD definitely has its functions and values nowa-
days but it just still did not find a good using scenario yet. For example, which situation should
we use the knowledge of PSSD in? How to use PSSD in different situations? These questions
are not very clear to this design subject.

To many enterprises, they maybe face a problem of transformation. In this time | think
PSSD just could make a difference. In other words, the managers and leaders in company need
to have this business (PSSD) to support their transformation because of today’s competitive
market.

What is the status of PSSD in China?

as | know not many Chinese design companies or organization can hold this business
(PSSD) very well, which lead to the trust loss of managers or leaders of companies. Therefore,
everyone in China know PSSD is good, but its development is limited in a sense. Besides, there
are some so-called “PSSD professionals” who did lots of PSSD projects in China, but in fact
they do not very understand PSSD and not be trained well. In their hand, these PSSD projects
failed a lot, which also bring PSSD subject a bad reputation.

For example, one year before a big Chinese company realized the importance of PSSD,
and then spent one millions RenMinBi to asked a famous local famous design company to
design a whole set of service and system for them. As | know this design company is good at
marketing but not at PSSD. After one year later the big company cannot see the obvious pro-
motion of turnover and found the problems happen before exist still nowadays. So they started
to rethink whether at beginning they did not think clearly why they need PSSD or this design
company’ capability is weak? It is hard to evaluate it and gradually managers and leaders in
industry will lost their trust on PSSD.

What are the barriers and challenges in the development of product service system
design in China?

Because | worked in the USA before, so | can combine the situation of the USA to answer
this question. The market of the USA is a stable market that has a sound and relative mature
system. Its developing speed is quite slow but stable. On the contrary, Chinese market is un-
stable because everything developing so fast. We must know a successful innovation need a
early accumulation. The accumulation is not only on knowledge, but also on physical resources,
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people network, market acceptance and so on. Therefore, in China, the too-fast development of
economy and market results in a basic system is not well established to supporting the devel-
opment of PSSD. It is a “base” problem, also a “time” problem.

Additionally, another problem | think is about high cost of training a PSSD designer. In
preschool education, Maria Montessori theory is an advanced theory which plays a important
role in education industry. It has a holistic education system and tools. But why this system
which is admitted as an excellent education way by the global cannot be develop very well till
nowadays?

| think the core reason is “teacher”. Teacher, as a core component in whole education in-
dustry, his/her training cost is very high. Especially, Montessori’s education system is like a ad-
vanced class, it requires teachers have basic and great kids education knowledge and working
experience. Simply speaking, Montessori’s education system set a high standard to teacher’s
quality. Therefore, Montessori’s education system itself's mechanism decides its low-speed
development. PSSD is also facing this problem.

How do you think to overcome these challenges?

| think the first step is making more people to have a deep cognition on PSSD. The best
way in my mind is introducing people some benchmarking PSSD cases and then lead them to
study these cases. These cases can convince people that PSSD has awesome value at the
present day. When they believe in PSSD, they would willing to try. In this trying process, the
relative supporting system for PSSD can be framed gradually.

How do you think of the prospect of PSSD in China?

Absolutely good. We can see the trend from that more and more design companies have
offer this kind of consultant service and in current design or business conferences people never
stopped the disquisition of PSSD. As | said before, it could play a significant role in company
transformation and upgrading. More and more our customers are also seeking the PSSD ser-
vices to us. The need for PSSD would be more and more obvious in China.

Currently how do you contribute to development of this subject and how will you
do in future?

ARK Design studio in China is famous on user interaction design and user experience
design, servicing different companies to seek Chinese local design solutions. With the devel-
opment of business and promotion of customers’ trust to us, we were required to design not
only an app or web product, but a product system or service system. Thus recently based on
rich working experience on UX/UI design, we also expanded our business to service design
and PSSD, we have provided many PSSD solutions and service design solutions for different
companies, making their customers to having a more amazing and unified experience when
they using the relevant products. In future, we looking forward to do more business on PSSD
and service design.



Apart from our basic business, every year we also organized a design activity called “De-
sign for Change”. In this activity we invited different industrial biggies, and making them to have
a speeches about design trend, making them to discuss. Every year PSSD is a hot topic in our
activity and discussion. By this way, | think we also promote the development of PSSD because
more people can get to know and think of PSSD through our activity.
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Wu Wei
CEO of CynowareTech
23 Jan 2018

How do you think of design?

For my company, design is becoming more and more important. The reason is that this
era, the technologies such as internet, artificial intelligence, loT, big data and so on have inte-
grated into people’s daily life, people’s lifestyle, behaviors and needs are changing quickly. In
this situation, if a company want to live in the market, it must emphasize the value of customers.
| believe all companies with strong competitiveness attached importance to customer’s experi-
ence. The role of design is just creating better experience for customers. For example, because
the main focus of my company is research and development of high-tech hardware. Without the
design, my hardware maybe is just a black box, people can use it but the experience it offers
is absolutely bad. This can directly decide if the customer willing to purchase your product.
Therefore, | think no matter you are a hardware manufacturer or software manufacturer, design
in fact need to cover whole your business processes. Because their final purpose is providing
the end-customers’ better experience and earning money, right?

| worked as a hardware engineer at silicon valley in the USA before, thus | witnessed the
development of the subject design from original product design, to interaction design, to nowa-
days business system design, process design. | understand the advanced design concept can
help an enterprise to be successful. This is why | viewed design as necessary in my company
and keep a long-term collaboration relationship with design school of Jiangnan university.

Did you applied design in your company? If Yes, where is the design applied in
company? Why? If not, why did you not need the design.

Yes, design to our company is not dispensable. | think the one advantage of design is that
it could make you to keep a holistic view. The designers in my company is like an adhesives.
Their responsibility is not only designing for a product or for an interface, instead they need to
design for customers’ experience from difference angles and in different way. It is a holistic de-
sign | think. Therefore, design department is one core department in my company and | told to
every engineers or sales that you should respect to designers’thinking and learn to listen their
suggestions carefully.

Have you ever heard about product service system design? If Yes, how would you
describe it? If not, | will explain what is that.

To be frank, | knew few about PSSD from the collaboration with Jiangnan university. But
after listening to your introduction, I think it is similar to what my company doing now. Before
developing a new product, our team always started with understanding customers’ demands
and building a hypothetical scenario of application. Then according to this scenario, we should
plan and design the whole business process. In other words, we need to clarify what the linked
Eco-system is and then know how to integrated our technology into the Eco-system, making



customers to feel the better experience.

(Explanation of PSSD)

Do you think If something in your company’s product/service development process
actually fits the academic definitions of PSSD? If Yes, what are they?

| think I indeed am doing similar things. For instance, my company recently cooperated
with a Chinese jewelry brand, creating a new retail solution for their stores by our technologies.
We put an Al robot which integrated with the face recognition technology at the entrance of
store. When a customer steps into the store, this robot will say hello and according to his/her
face to identify the purchase preference, and then transferring these data to sales in store, help-
ing sales to do relative private service to the customer. When the customer is picking the jewelry
they liked to buy, the sales can use the online games, online coupon, online catalogs, etc., to
interact with customers and guide him/her to buy his/her favorite jewelry. After, my company
also designed a complete payment system, enabling the managers can master sales status
and manage customer relationship at the same time. | think here | just construct a retail system
where all stakeholders can get new and great experience and benefits. | think this case just can
be seen that it overlapped some parts of concept of what you said PSSD, although | started to
do it from a thinking: “How to use my smart products in their jewelry store?”.

How do you think PSSD now (after my introduction)?

I think PSSD would be meaningful to project manager. The background of project manag-
ers in my company is engineer, so when they talked about customers’ needs they always made
an understanding from aspect of technology or function. Nowadays the needs of customers
are not simple and clear any more because they involve customers’ individual experience.
Therefore systemic consideration and customer journey management which can lead to good
experience in your all business process for customer is important to project manager as well.

Furthermore, we are emphasizing the “internet plus” today. Technologically speaking, “In-
ternet plus” just is linking everything to internet, but it is not enough. How to “plus” and then to
improve quality of people’s life matter more in the concept of “internet plus”. Here “how” just
should rely on the power of design in terms of system. In short, new technology is a factor of
revolutionary innovation, while system design is catalyst which can decide if the revolutionary
innovation can success. Therefore, | think PSSD is a necessary trend in future. It would be
important to my company.

However, | think PSSD currently is facing a disadvantaged situation. That is no many
people can transfer the theoretical values of concept of PSSD to the real values of practical
projects. How to engage PSSD in a project and then making its value to be obvious for manag-
ers and customers is very important to you.

Where do you think PSSD could be applied in your business or company?

Now | am trying to do something to realize the “Food Industry 2025”. | hope to create an
overall solution which can help restaurants or food store to control their whole process of their
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foods without any labors (in internet way). For example, we open a bakery. | hope to create
a template which produced by my company’s different products, telling the managers where
the raw materials of cakes are from, different status in baking process, how many customers
purchased the cakes and so on. Meanwhile, | also like to create an attractive interaction with
customers in different holidays or their birthday, a network which can manage the delivery pro-
cess, a system which can recording customers feedback to help us improving service and so
on. To this whole process, technologies are obvious not enough. | hope to there is a designer
specializing in PSSD in my company and he can help me to do an overall thinking and design
to this food system, making your food to be more attractive and then making customer to be
willing to accept your food.

Are you willing to learn it more and which way do you prefer to learn?

Of course! After the discussion before | think | have an interest on PSSD now. | hope |
can have chance to talk deeper with you and your professors, seeking a possible cooperation
on some projects. | also like to know some website about PSSD and | can have a deep under-
standing to it.



Ding Yapin
CEO of Changzhou Textile Co.
01 Feb 2018

How do you think of design?

Formerly, | thought that design only refer to designing a product. But by the communication
with my friends in the industry, | got to know that the objectives of design are wide. Not only
can product be designed, service, business process, manufacturing process and so on all can
be designed as well. Now in my point of view, in the highly competitive market, design can help
you to win the occupation of market through giving the customer good using experience and
then accessing their loyalty. Design is a tool that can make a transit on customers’ mind from
“using a product/service” to “enjoying a product/service”. Meanwhile, | think design is not only
for customers, it should also for my employees, business partners and so forth. It should make
everyone in the system to be happy and satisfied.

Did you applied design in your company? If Yes, where is the design applied in
company? and why? If not, why did you not need the design.

Formerly, | did not have this kind of thinking that applying the design into my company, be-
cause you know my company is a conventional fabric manufacturer. | thought we only need to
make the manufacturing quality to be better and better, then customers would buy my products.
But recently because of the more and more competitive market and my friends suggestions, |
think | indeed need the power of design. My company do need upgrading and transferring to
make my partners or suppliers to be willing to cooperate with me, to make my employees to
be happy to work for me and to make customer to love purchasing my products. But how to do
the upgrading and transferring is still a blank in my mind, perhaps advanced design knowledge
can do me a favor.

Have you ever heard about product service system design? If Yes, how would you
describe it? If not, | will explain what is that.

No
( Explanation of PSSD )
How do you think PSSD now?

After your introduction, | think | do have interest on your subject (PSSD). The main reason
is with the development of Chinese economy, the available social and environmental resources
are in fact less and less and government is giving us (manufacturers) a continuous stress on
environmental friendly standards at the same time. | need to review my product lines and think
how to manage and use my resources more effectively. Here, | think PSSD can give me a great
assistant.
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Would you use PSSD in your company If Yes, where will you use it. If Not, why?

Yes, | would. In current stage, | think PSSD could help me to upgrade my company and
build my enterprise shape in next decades. Nowadays, Amani, H&M and some other cloth
brands all view my company as their manufacturing partner. | sold them one meter fabric or
one clothe at a price of ¥20, but when they sold it to the customers, they would sell at a price of
¥500. How can they increase the price in several times. | think it is just because by design they
bring a lot of added-value for customers, such as great purchasing experience, wearing expe-
rience, trustworthy brand and advanced life concept. So, now what | most like to do is integrat-
ing design concepts into my products and relevant services and then increasing added-value.
Meanwhile, manufacturing industry servieizing is also my aim of development of enterprise. |
think PSSD concept can help me on aspects mentioned above, making potential partners to be
willing to visit my factory and build a cooperation relationship with me.

Additionally, because my company actually is a manufacturer, the resource saving and
environment protection both are important to me. Apart from by technology, maybe | also can
use the relative systemic re-design on my producing process, enabling my factory to arrive the
different producing standards required by ministry of environmental protection of China in a
minimum cost.

Are you willing to learn it more and which way do you prefer to learn?

Up to now | never heard about any successful cases about PSSD. Thus | hope to see the
PSSD successful cases from other enterprises and then to do the case studies. | do not like to
only know the theoretical knowledge, | rather to see what real value PSSD has brought to other
companies. | like to know what a company originally looked like, and what a company turned
to be after the engagement of the design. Besides, as a manager of a company, the profits and
social responsibility both are always the two important factors | care about, so according to the
cases, | can decide if | really need to adopt PSSD and what time | should use it to make sure my
company can benefit from PSSD. If there are some successful PSSD cases, | could also learn
PSSD easier and will have confidence on applying PSSD in my companies. So to me, offering
lots of case studies is the best way that makes me to learn and understand PSSD.

Meanwhile, I also like to often touch with the design specialist and some design platforms.
Now except communication with my friends in the industry, in fact | do not know where I can get
these design information. Therefore, if there is a chance which | can take part in some training
or conference and can communicate with relative designers and managers who has got a suc-
cess by PSSD, | will be very happy.



Wu Hanwei
CEO of CapsuleTech
02 Feb 2018

How do you think of design?

Because | had a bit design background so | definitely think design is important. | ran
two restaurants in China. These two restaurants integrated different design knowledges. | can
say the core concept of the restaurants were from design. The restaurants were designed
for parents and kids, | hope to parents can bring their kids to my restaurants, having dinner,
playing and interacting with each other. I like to enable them to have a happy family-time in my
restaurant. So according to this concept | created not only a eating space for adults, but also a
different colorful eating space for kids, playing space for kids and shared space for interaction
between different kids and parents. Apart from space & interior design, my design team also
designed the relevant services based on space. | hope to through these services parents and
kids can get a very happy and emotional eating experience in my restaurant. Now the effect is
good. People like my restaurants.

Now | also opened a new company which focus on developing the In-Vehicle Infotainment.
The design in my new company is more important. Interaction design, product design, user
experience design and new service design are all | need for my new company. To me, design is
like a telescopic sight on weapon, making you can grasp the customer needs and expectation
more accurately.

Have you ever heard about product service system design? If Yes, how would you
describe it? If not, | will explain what is that.

No, but | heard about service design, I think they are similar, right? In my point of view, ser-
vice design can help me to design my service and promote my service quality. In my restaurant
design, | think | just used service design, to allow my customers can have a good experience
during the dinner time in my restaurant. In service design, a service system should be designed
and identified, customer’s experience should be underlined and considered. So | do not know if
service design is similar with PSSD.

( Explanation of PSSD )

How do you think PSSD now?

A simple service is easy to be copied, but a constructed system is hard to be copied. |
believe “you need to play a deck of cards instead of one card” in business. Once the system is
formed, you just can occupy a part of market and win the benefits. So in future, | think competi-
tion on system would be more and more fierce and fierce. Therefore, my company, who like to
build a holistic entertainment in-card system, including hardware, software and cloud, to bring
customers high quality end-end experience, has a desire for PSSD.
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Would you use PSSD in your company? If Yes, where will you use it. If Not, why?

In fact | am looking forward to recruit a PSSD talent now. Why | like to do the business
(PSSD)? Because | think today’s customers are not treated or served well, especially in some
scenario that related with user values. So | hope in my company, there is a PSSD talent who
can assist us to deal with this pain point. | hope he/she can promote the whole user experience
including before driving, driving and after driving. Linking the scenarios and experience and
giving customer an unified feeling are important.

Nowadays, look at whole car market, automobile companies have transfer their attention
from competition on dynamic system, suspension system etc. to service system, because they
all realized their technologies have been very mature and similar with each other for normal
customers. So this is trend | believe.

My company focus on the design of the entertainment system in cars. So now | always
thought of some scenarios about in-car or after-car entertainment through some knowledge of
PSSD. Recruiting a PSS designer is also a thing need to do for me in recent future.

Are you willing to learn it more and which way do you prefer to learn?
Basically, | learned design knowledge from relevant books. But | also look forward to learn

it though the classes or speeches where design professionals can teach PSSD and analyze
industry.



Lian Zi
Manager of Policy Research & Making Office in Jiangsu Government
25 Jan 2018

Could you please describe your work in government?

I am working in Chinese Policy Research Department. Our department’s responsibilities
are not limited in policy-making and policy research, we are also playing a important role of
brain trust for central government, assisting to do the smarter decision-making. Therefore, only
if government want to do significant decisions or measures, we basically would offer relative
research reports and suggestions in advance.

The contents of working mainly includes 3 different aspects. One is Drafting working plan
reports and speech scripts of the main leaders in government. The second one is researching.
We will have a deep research on citizens’ life, problems and needs and then based on the
research results do a series of decision advices or solutions to government, offering the refer-
ences as more as possible. The last one is providing information service for government. By the
way, now we also focus on reformation, which means we are thinking and researching how to
facilitate social development, economical development and cultural development.

Could you tell me how a policy government made in China? Could you describe the
detailed methods and principle in policy making process?

The forming of a policy or a decision has two different types. One type is called “lead-
ers-oriented policy/decision”. In this type, the initial ideas and concepts of policies or decisions
are from leaders’ mind. Then, according to these ideas and concepts, we will do the relevant
researches to test and verify the feasibility of these ideas and concepts.

Another type is more challenging for us. In this type, we should find the problems and
some negative phenomenons appears in society by ourselves and then do the relative re-
searches. This requires us to keep sensitive on social issue and to be good at see the insights
hidden behind the phenomenons. Of course, we also need to keep thinking and researching
how to offer the solutions for these issues. For example, inefficient land use is a big issue in
China, especially recent decades the thousands of industrial parks were built but a large part of
them were actually unused space. So for this issue, our department conducted research work
2 years ago. After researches and many times discussion, we had a idea that is these unused
space can be temporarily rent to peoples with mobility such as young start-ups. These young
start-ups need to have a cheap place to work, live but do not need a very stable place. even if
some of them maybe are not “registered” company, but we believe the values of these young
start-ups can create are more than the cost of these spaces. Half years ago, we carried out this
measure at some areas. Now the great result can be seen by everyone, inefficient land reus-
ing has made the relative areas to be more active on economy and culture. Usually, if a new
measures or policy make sense in some areas, we would do a research report and share it to
Chinese other local governments, enabling them to think as well and then to combine their local
situation to do the promotion.
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By the way, we built a talent pool and industries networks many years ago, when some
issues are hard to be solved by only government, we will invited different talents such as entre-
preneurs, professors in relative field to discuss and find a solution together.

Did you meet some challenges or problems in your working? If Yes, what were
they?

Yes, of course. There were a hundreds of decisions or suggestions drafted by us every
year, but the effective decisions that can be really applied were few. The reasons leaded to this
phenomenon have two: One is because Chinese government is a huge organization, individ-
ual’s power is not enough to change something. Especially our knowledge base and vision is
limited and sometimes cannot do the very good decision proposal. Or sometimes leaders and
us cannot reach a consensus on some issues. So most of our reports and researches were
‘put on the shelf”. Another is the time issue. Here time issue refers to some problems cannot
be solved in short time. Some proposals you made get a fall response now but few years later
it could be successful because perhaps the right time has not yet come. You need to insisted
what you think and modify and improve your proposal constantly.

In addition, the idea depletion also always annoyed me in working time. Sometimes we
can find the issues and get insights but cannot have a good idea to deal with them.

The last but not least, in field research part and interview research part, because local
officers maybe will take a lie for themselves’ benefits and grassroots people do not have good
thinking ability in many situation, we sometimes cannot listen to the truth, which can lead to
our failed decision-making directly. So how can we get truth is another issues when we do the
researches.

If the problems happen, how did you solve them?

Generally speaking, if a serious problems happen, or hard to be solved by one depart-
ment, we will link with different other relevant departments and organize a meeting. A meeting
often can the most of the problems. Left problems which all departments cannot find a consen-
sus of solution will finally depends on the leaders’ proposals.

In fact, thanks to this problem-solving mechanism, almost all policies and measures that
can be finally carried out had positive influence in Chinese society. In addition to this mecha-
nism, we also have a various of regulatory mechanisms, evaluation systems and supporting
system of third research parts, which allow the success on policies and measures execution.

Do you know the policies which support the development of the design industry?
If Yes, what are they?

Yes, as | know, Chinese government require different local governments to strengthen the
connection between cultural creativity, design services, equipment manufacturing and consum-
er goods industries, to enhance cultural creativity and enterprises’ equipment manufacturing
and service design capabilities. The governments must support the development of application



design and cultural connotations based on new technologies, new processes, new equipment,
and new materials, and further enhance practical functions and aesthetics.

Promoting the application of creative design elements in the manufacturing of consumer
goods is necessary for increasing the added value, and guide consumption upgrades. Mean-
while, governments should encourage cultural and design enterprises to cooperate with man-
ufacturing companies in depth, promoting cultural creativity and design services to penetrate
into the whole process of manufacturing product production, sales circulation and promotion.

Did you know product service system design? If Yes, how would you describe it? If
not, | will explain what is that.

For PSSD, No, totally No. | know few about design but actually got few chance to touch
with it in my daily life. But after listening your description of design thinking and PSSD, | think we
have lots of similarities. | believe all successful governments over the world put the people as
core position. All policies or measures must be human-centre and serve for society, otherwise
the governments just loss their meaning and value of existence. Therefore, when we drafting
a policy or planing a measures for some problems, human-centre thinking is necessary. On
research methodology you said, such as field research, interview and then find insights, these
are very similar to ours.

Do you think PSSD could optimize government’s work?

Absolutely, | think PSSD could help government more on public service planing and in-
frastructure construction. Maybe you can also give more smarter suggestions to government
on some main Chinese social problems such as pension issues or food safety issues. These
issues has annoyed governments for many years and we are finding a effective solution all the
time. If PSSD can help us to make a ecosystem where citizens can feel satisfied with the ser-
vices governments offer such as education service or medical service, making people have a
better life under the management of Chinese government, we will be very happy!

Do you like to know that? and how?

Yes, | hope to have a chance to learn it. | think it is a brand-new concept and new research
method which could have positive effect on my work. In government, especially in our depart-
ment, many worker are old and mature, so many times we cannot touch the new things and
new concept which could lead to the future of society. We need to learn the updated thinking
from young.

About learning channel, I think if there is a platform on which governments’ people, design
professionals and even our partners can communicate and learn PSSD together is better. The
training class is also necessary, but | hope to the class is not traditional anymore, it should be
more interactive and interesting. I look forward to PSSD can give us a new vision and smarter
working way.
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