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How to design and market services to create outstanding customer
experiences

Service design thinking is the designing and marketing of services that improve
the customer experience, and the interactions between the service providers and
the customers. If you have two coffee shops right next to each other, and each
sell the exact same coffee at the exact same price, service design is what makes
you walk into one and not the other. Maybe one plays music and the other
doesn't. Maybe one takes credit cards and the other is cash only. Maybe you like
the layout of one over the other, or one has more comfortable seating. Maybe the
staff at one is friendlier, or draws fun shapes on the top of their lattes. All of
these nuances relate to service design.

This Is Service Design Thinking combines the knowledge of twenty-three
international authors and even more online contributors from the global service
design community and is divided into three sections:

Basics: outlines service design thinking along five basic principles●

Tools: describing a variety of tools and methods used in Service Design●

Thinking
Cases: vivid examples for the introduced fundamentals with real-life case●

studies from 5 companies that did inspiring projects within the field of Service
Design

At the end, a one-page "Customer Journey Canvas" is included, which can be
used to quickly sketch any service on a single sheet of paper—capturing different
stakeholder concerns: e.g. customers, front-line staff and management.
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Editorial Review

From the Back Cover
This is Service Design Thinking introduces an inter-disciplinary approach to designing services. Service
design is a bit of a buzzword these days and has gained a lot of interest from various fields. This book,
assembled to describe and illustrate the emerging field of service design, was brought together using exactly
the same co-creative and user-centred approaches you can read and learn about inside. The boundaries
between products and services are blurring and it is time for a different way of thinking: This is service
design thinking.

A set of 23 international authors and even more online contributors from the global service design
community invested their knowledge, experience and passion together to create this book. It introduces
service design thinking in manner accessible to beginners and students, it broadens the knowledge and can
act as a resource for experienced design professionals. Besides an introduction to service design thinking
through five basic principles, a selection of individual perspectives demonstrate the similarities and
differences between various disciplines involved in the design of services. Additionally, the book outlines an
iterative design process and showcases 25 adaptable service design tools, exemplifying the practice of
service design with five international case studies. The book concludes with an insight into the current state
of service design research and sets service design thinking in a philosophical context.

About the Author
Marc Stickdorn (Austria; http://thisisservicedesignthinking.com; www.destinable.com) is co-founder of
Destinable, a consultancy specializing in service design for tourism, and lectures around the world at
business and design schools.  He is a professor at the Management Center Innsbruck in Austria, where he
lectures on service design and service innovation.  His main areas of interest are service design and strategic
marketing management particularly in a tourism context.

Jakob Schneider (Germany) is a graphic designer based in Germany.

Users Review

From reader reviews:

Marie Aultman:

Have you spare time for a day? What do you do when you have considerably more or little spare time? Sure,
you can choose the suitable activity with regard to spend your time. Any person spent their spare time to take
a stroll, shopping, or went to the particular Mall. How about open or read a book entitled This is Service
Design Thinking: Basics, Tools, Cases? Maybe it is to become best activity for you. You know beside you
can spend your time together with your favorite's book, you can wiser than before. Do you agree with its
opinion or you have additional opinion?



Eleonora Plunkett:

What do you about book? It is not important with you? Or just adding material if you want something to
explain what the ones you have problem? How about your extra time? Or are you busy person? If you don't
have spare time to accomplish others business, it is gives you the sense of being bored faster. And you have
extra time? What did you do? All people has many questions above. They need to answer that question since
just their can do that will. It said that about e-book. Book is familiar on every person. Yes, it is right.
Because start from on jardín de infancia until university need this particular This is Service Design Thinking:
Basics, Tools, Cases to read.

Kathy Donnelly:

Information is provisions for folks to get better life, information today can get by anyone from everywhere.
The information can be a know-how or any news even an issue. What people must be consider any time
those information which is in the former life are challenging be find than now is taking seriously which one
is acceptable to believe or which one the resource are convinced. If you obtain the unstable resource then you
get it as your main information you will see huge disadvantage for you. All of those possibilities will not
happen in you if you take This is Service Design Thinking: Basics, Tools, Cases as your daily resource
information.

Alice Concannon:

Does one one of the book lovers? If so, do you ever feeling doubt when you find yourself in the book store?
Attempt to pick one book that you just dont know the inside because don't determine book by its protect may
doesn't work this is difficult job because you are scared that the inside maybe not as fantastic as in the
outside appear likes. Maybe you answer is usually This is Service Design Thinking: Basics, Tools, Cases
why because the great cover that make you consider with regards to the content will not disappoint anyone.
The inside or content is actually fantastic as the outside or maybe cover. Your reading 6th sense will directly
show you to pick up this book.
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