














154
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The case studies developed at NDS/UFPR have also
extensively used Benchmarking, focusing on the “satis-
faction unit” and looking into benchmark organizations
in the same sector or, alternatively, benchmarks of other
sectors with the provision of similar “satisfaction units”.
This Benchmarking provides the information to prepare
the Service Distribution Map tool, where the company
representatives present their perspective regarding the
range of service that can (or will) be offered.

The tool enables the participants to “play” with a full
range of possibilities of services, including those that al-
ready exist on the organization as well as those identified
during the Benchmarking process. In one quadrant the
participants place the services that would be provided by
the company whilst in the other are those services that
would be outsourced. Also, the participants need to show
how direct is the relationship of these services with the
users/clients.

Figure 4: Service Distribution Map.

The Blueprint Tool structure also have shown to be
quite useful on enabling a more empathic understanding
on the long term implications of integrating new servi-
ces on the organization (STICKDORN; SCHNEIDER, 2011).
However, its conventional form is not easily understood
and results in little empathy possibilities. Because of that
in some exercises the research group has adopted the
actual structure of a theatre as the background for the
group dynamics (see next image).

Blueprint contributes to provoke a reflection on the
organization regarding what would be the user activities;
what would be in the line of visualization (onstage); whi-
ch services would be on the backstage; which supporting

services will be required. Also, it enables to envisage pos-
sible requirements of the PSS on workforce, equipments,
softwares and other key points of contact.

Figure 5: Theatre layout as an analogy for a Blueprint Exercise

However, the actual meaning of a PSS for the orga-
nization often is not fully understood and can result on
poor strategic decisions. In order to facilitate this the rese-
archers have widely use Storyboards, either using digital
sketches or actual photos that provide the background of
the places where the products/services would operate.
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Figure 6: Storyboard of a Product-Service System concept.
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In order to bring further realistic perception to the
company regarding the market implications of new pro-
duct/service offers, the researchers at NDS/UFPR have
increasingly used the idea of a meta-PSS, a generic con-
cept of a PSS, to establish a dialogue with the organiza-
tion representatives. Next figure shows an example of a
meta-PSS on the form a “fake folder” that exemplifies a
scenario for a set of products and services.
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Figure 7: “Fake folder” as an instrument to establish a dialogue on the
strategic implications of alternative PSS concepts.
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Rough Service Prototypes, such as the one presen-
ted on the video illustrated on the next figure, can also
be useful on this Strategic Analysis phase. This Design
Science abductive approach uses artefacts (services/pro-
ducts) to gather the perspective of decision makers on
long term issues. This technique (particularly when invol-
ving the actual decision makers on the rough prototype)
enables a more emphatic discussion of issues such as the
suitability of the new services derived from a PSS project
on the company branding strategy; the need to bring on
board new business partners on the project; the scope of
the PSS regarding the company mission.

Figure 8: Rough Service Prototype1 (Case Study Whirlpool).
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The discussion on the strategic implications of the PSS
can be discussed using the “Structured What If Technique
(SWIFT)” which consists of structured brainstorming using
guide words and prompts to identify risks and possible
actions to mitigate them.

5. CONCLUSION

The projects developed at the Design & Sustainability
Research Center at UFPR have adopted a set of tools de-
rived from administration as well as from Service Design
which are not seen on the MSDS Method.

Table 2: Range of Tools for the Strategic Analysis Phase
MSDS [ NDS

Tools

Strategic Elicitation Questionnaire
ANSOFF matrix

BCG matrix

SLACK matrix

SWOT matrix1

miniDOC

System Map2

Porter’s 5 Forces Model

Benchmarking

Preparatory company questionnaire3

Blueprint

Customer Journey

Service Distribution Map

Touchpoint Matrix

Rough Service Prototype
Structured What If Technique (SWIFT)
Exploring Customer Needs4
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Sustainability Design-Orienting (SDO)
toolkit5—checklist best practice

Interaction table (storyboard)6

Animatic

DSE Worksheet 1: User observation &
Task analysis flow chart

DSE Worksheet 2

DSE Worksheet 3: (System Map)

DSE Worksheet 4: (PESTE Analysis)

DSE Worksheet 5: Part 1 Checklists &
Part 2 Sufficiency level

DSE Worksheet 13: Sufficiency

Economy Balance Tool

Integrating the tools derived from Service Design on the
MSDS method proposed by VanHalen, Vezzoli and Wimmer
(2005) (Blueprint, Touchpoint Matrix, Customer Journey) have
shown on the case studies the benefit of increase the depth
of the analysis, enabling a more emphatic Strategic Analysis.

Using a Design Science approach NDS/UFPR brought the
phase of “exploring opportunities” of the MSDS Method into
the Strategic Analysis phase. Understanding the possible im-
plications of introducing new products/services on the com-
pany portfolio using meta-concepts enables decision makers
to have a more comprehensive understanding on the strate-
gic implications of PSS throughout the organization on the
long term.
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