How to Apply Design Thinking

to Product and Service

Innovation
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The Seven Core Competencies of Business Agility
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What is Design Thinking?

Design Thinking is an iterative Solution development process that
promotes a holistic approach to delighting stakeholders.
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RWW MIT Model:
Real — Win — Worth It
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People desire it

REAL

Does this solve a
real problem?

WIN Y WORTHIT

Can we compete? Is it worth our
Does the investment of time,
technology exist? money and people?

Technically feasible Business “Viable”



RWW is congruent with SAFe
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Applying design thinking to service cycles

Product Development Value Stream:

Services Development Value Stream:

Service




Typical customer experience value stream
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Use journey
maps to
design the
end-to-end
Customer
experience

Loan Need

Customer Journey Mapping (Mortgage Loan)

Young Couple

Thinking &
Feeling

Technology
Opportunities

DECIDE

Access options

LEARN
Clarify goals

We loved our
neighbarhood growing
up and want to raise
our kids the same way

A real estate agency will
save money

‘We've never made a
purchase this large
bafore - it is scary!

Wisiting bank for
consultation = helpful

‘g Customer
Service Officer
+ Explains products

» Prepares offer

* Advises to select real
estate agency

Online resources
for understanding
mortgage options

Online advisory, budgeting,
financial management, and
purchasing options

CHOOSE
Choose what to buy

Our real estate agent helped
us clarify our goals

Selecting real estate
-agency - comparing &
selecting property

Form filing is time consuming

& the bank should know our
detalls already

Customer
Service Officer
* Fills in application form &
copies 1D cards

* Provides list with
required decuments

Automatically gather data
from public databases
and integrate with social
media data

APPLY

ID & financial check

The bank
officer will
handle
everything

Just something
that will pass
quickly

\Why does the bank
need paper copies?

Can't this all be online?

Credit Department

« Performs assessment
of applicants

« Evaluates property

« Prepares approval

Al-based assessments could
improve speed and accuracy

Repayment
plus interest

PURCHASE

Negotiate sale

COMPLETE

Celebrate

Maove

We're happy the bank

officer kept us updated

Negetiating a sale this
big makes us nervous

It took a lot longer to close
the sale than expected

. Customer
Service Officer

« Provides updates on loan status

Biometric authentication
of electronic signatures

Automated referrals
to partners

© Scaled Agile, Inc.




Go See (i.e. Observation)

Validate customer Find latent Additional
personas problems innovation ideas
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Discovery of latent problems

« QObservation can be used to
confirm personas and customer
journey maps

* Uncovers latent problems that
customers themselves are
unaware of
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Innovation:
Decomposing movie
theater customer
service cycle
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Innovation:
Decomposing movie
theater customer
service cycle

o
Advertise

» Innovation, not invention

» Choose a step in the customer experience cycle

» Propose innovations that add value

Word of Mouth Compare
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Innovation:
Decomposing movie g
theater customer >

service cycle
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Driving Innovation: Promotion on mobile devices
Movie previews pushed to their
mobile device

Show available dates and push a
calendar for when and where the
movie is being shown

Screen Saver, ring tones, mobile
game related to the movie
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Product-service systems

Bundling products and Transforming
services together products to a service

s

Dropbox

Example: Buy an iPhone Example: Using a file hosting
Get Apple TV + service such as instead for
purchasing a storage device
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Designing a service
like a product

Example: Creating pizzas is like
designing a platform product
which allows pizza restaurants to
create huge product variety with
minimum complexity
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Summary
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» Real-Win-Worth-It is congruent with
SAFe teaching of Design Thinking

» Design thinking and innovation
applies to services as well as
products

» Go see is critical to Design Thinking
» Evolution of products and services

» Even the best struggle with service
design (MobileMe)
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Join me at the
Meet the Speaker
Session!

Please refer to the agenda for scheduled times
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