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What do we mean by design?

The design discourse is shifting from product design
to service design. Designing a product is not enough
for successful innovation; customers' whole experience
and ongoing engagement are critical targets for
design. But what does it mean to design a service?
What is “beautiful” service experience? It is more
than understanding and responding to customers’
potential needs. To discuss the “designfulness” of
services, we will learn from various practitioners who
produce exceptional customer experience. A bridal
coordinator designs a memorable wedding for a
heterogeneous set of participants. A sushi chef creates
the environment that engenders anxiety in most novice
customers. We will discuss how we can design such
distinctive service experience. On the second day, teams
of students will design a new service.
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