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WHAT IT DOES
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This is Service Design Thinking, pp. 198-199
http://www.uxbooth.com/articles/co-creation-designing-with-the-user-for-the-user/

http://studiolab.ide.tudelft.nl/manila/gems/contextmapping/PreprintDraft.pdf
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This is Service Design Thinking, pp. 184
https://dl.dropboxusercontent.com/u/16760174/Papers/SBDforHandbook.pdf

http://www.uxbooth.com/articles/whats-in-a-story/

HOW IT WORKS
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SERVICE DESIGN

PHASE

04.
DELIVER
METHOD
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4.1 vglum§nz? (PUGH MATRIX)

4.2 duuwuunadauwnfinssu (BEHAVIORAL PROTOTYPING)

4.3 nasianauadiiosnissuunadiukem (SEMANTIC DIFFERENTIAL SCALE)
4.4 uwuwavuUSMIS (SERVICE BLUEPRINT)

4.5 winwuivioassiio (BUSINESS MODEL CANVAS)
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DELIVER: OVERVIEW

wdnifuldwauundavionadendess dmsunisuinis
Jusuauannugs fufindeufiasienduduneu “Deliver”
Fudutunounisanadrsassduuuently (Convergent Thinking)
fitmneitonaudefveamadensisy sruidunuidngaring
fidflan odweuludsgndwidonssasoengnain Tutumeud
R RRL ﬁmmwamaﬁmauumﬁmmalﬁaﬂmlﬁu%q Fuusn
Vilaen13dnnses (Idea Screening) dsvzvindunisaielu
TnvauBnluiiues wumsldwuning (Pugh Matrix) Wwisinse
Tugasiigaisnumadeninifunitflavesuielfaunieuen
dlalalunansudy lumsdansesiiuasUsuifiuuassiunanu
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wWhnvinne Auanansalgdsnisussiliy 1w AULUUIEaUNgRngsY
(Behavioral Prototyping) waziinsinviAuaflasn1sdwun
ATIUMINETBIA (Semantic Differential Scale) \iieviiaiu
WilanansusuvesdlduazUyn1veuuiAnn1susnisuaay
WUU HamIVadeuiae lifivansanautefvesuAntoun
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PUGH MATRIX
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WHAT IT DOES

Wan3ng (Pugh Matrix) FeleFunswauntulae Stuart Pugh 4
feFunfiunnsnsiunans Fewu Pugh Method, Pugh Analysis,
Decision Matrix Method, Decision Matrix, Decision Grid,
Selection Grid, Selection Matrix, Problem Matrix, Problem
Selection Matrix, Problem Selection Grid, Solution Matrix,
Criteria Rating Form, Criteria-based Matrix, Opportunity
Analysis tJusu wnsndlddmsulszifiudndondiuaunin
Tnemsiisusufdendanis Seiiumuunlfidududieudiou
(Baseline) ulUssuifisunuiAnn1susnsiual 5 Wwuu Auseuu
Uinsiuildeglutiagiu msuszfiuiedraduszuulaenis
AsenAzLLLATUUATITIduTLS S unae itudentdlunisussdiu
wundndidelifuaunsaimuaazuuudmsuwasAAlF ety
Fransiieuiisuiusdeniissiudeafidivunll Aefinrsand
wAslmiduindt ugndn vdelines AunsusnIsANmLNasT
Smusldionsanusazinaet venaniinisusedivedradusyuy
dhemunindsadelifiuannihdofivesuufneieg wunay
diowauwnAavdnlfauysoinntude wassnedldlfduies
winsdlortasusadiu uwnduedesietelunszuiunshnadsassd
wuutenile (Convergent Thinking) agradusyuude

CONSIDERATIONS
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wagtdmngvedlasanig

- fuenslinwnindidundestietislunisinasaassdnuuents
(Convergent Thinking) AIuUAfiUNIUsHIdUFIGDNGSY

fiv : o
http://www.decision-making-confidence.com/pugh-matrix.html

Review of Design Methodology, pp. 497-506.

HOW IT WORKS
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BEHAVIORAL PROTOTYPING
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DELIVER

WHAT IT DOES
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Funvusdnfug gaindeduuuunaaeunginssuiiiivineiite
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CONSIDERATIONS
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fiun : iliam

101 Design Methods, pp. 232-233

HOW IT WORKS
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SEMANTIC DIFFERENTIAL SCALE
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SEMANTIC DIFFERENTIAL SCALE
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WHAT IT DOES

Tﬁ‘mﬁmL‘U%’&J‘uLﬁwammmuaammw?miﬁ WaTuannnes i
Wiruaflagn13duUnAUNINgA1vete0dn (Osgood, 1957)
wmsind Uszneusienudny (Adjective) Aiussensdnumy
wWhmnevesueenuuuUIMsiiiudesnsasUssidiuiouiiou
Tudnwauridugmsedhn Bipolar) 1wy duine-ulanlvi Yasnde-
five Foues-lauider uavseninadiaudnsivegd sfivas
AZLULYAY 5 138 7 939 Winquidwanedenivunnziuy
dwFunusenuuuuinsusazuuumuYaRaudifiiuimue

warliAghuNsEINg 1-5 %139 1-7 Avuuu

N1sTeUuUeBNKUUUINMTWARELUY @1nsavinlalaenis
ﬁwmmﬂ'uaﬁwam“LLuuﬁﬂdmL‘ﬂmmaﬁwmmﬂﬁvtﬁumuaammu
‘Uiﬂ’]'ﬁ‘uu‘] luwsiazumsingAnmudng uenINNRUIsuLisy
wRniiensianaLagIAUNTUBENLUUUINITUED FBn15Hes
annsalfidieuidisuiinuafvesnauidivaesiingg dsfuinmen
waz/v3eidenliuinssinaiy 1wy {udafufae aseuadaiien
fuasounfivens lnenisuisuifisuasuuundsvosusiazngy
nsandudenredsveanfnuaz/vieveanguiiieainansv
(Profile) 18elifuannsauesfiudeunndrsuaziuiauiiougai
wwIinANuanaRiulilagde

CONSIDERATIONS

- Benldgdmqudnindutadondnlunisanduladenlduinng
wazBudhmnevdnuesmssenuuunisuinistug

- Arudni (Adjective) WWurgassduiiu (Bipolar) Faraananas
ansnsodwmalinguitmnedonlduinistug

- Mddhmaudnit (Adjective) Tunwiiinguidmaneduasuazitile

fiv : lom
101 Design Methods, pp. 174-175

The Measurement of Meaning

HOW IT WORKS
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o
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UTNITUUUANNE TIUDIIALGFHUITOUAT ATNIN AINANY 13D
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lguAnAnTige1a9

4. Ipviuudnsiaanuandiu lnswustepsiudu 5 e 7 979
Wolitvasnzuuunsenansiiunans
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Adunszavlvinsenazuuy esuneviedearslinguitiviie
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WHAT IT DOES

wnudsuuinisidudefiuansamsanvesnisidenlosuulfn
lun1seenuuugaujduiusuavdiuusznaulussuuuinismieg
ey Ssazsnaiu User Journey Map se#i User Journey
Map Wumsiienesianssuuuimslutiegtuiifieg vieldneasu
wuAAlMIveINITUINIT Uel Service Blue Print 1ddmsunis
Naumuszuuuimslusuian wufinuuinsazdueieaiefivoe
munudeyarudesnisuazanuaanls aneduglduing
fluins sawfegifetosdug FermtaiuiiAansufduiug
Tnsnsatuldusns (Front Stage) uarduariuayuomds Back
Stage) Aigluinisenanesliviu uiifsdedaonssiuussavsam
msvhnuvesgliuins iethluairsdermuanshauseamiog
NuUAazdIY

CONSIDERATIONS

aslimnuddglunsiisevisesdefidounisufduiusues

usiardIu LU Frsesenielduinmsuardinuinisgna (Line of

Interaction) ¥399183EMIN9EIUNUUINITGNAMAZA UL IUINNS

omds (Line of Visibility) LLaxﬁzmGiaﬁwfjmg‘l,ﬁu‘%mstﬁamé’a

wavauatuayuYetesAns (Line of Internal Interaction) #1819
Y ¢

aviofeyaniuesualauidnluudazynujduiusidnunsiy
IRRPTVeleld

¢ ¢ ¢ ¢ ¢ ¢

1jaEn

oruy
Busms

taliav

msu

msdvga
Tusms

msuancia
B tusms

nlgh

2. dhuusmsanAasaugliusmsitaurds

3. liusmsidavkauiasdualtivayuyadaving

C. daunuusmsgnm

D. dui0seuuadniiusms
eed |-

E. darhruomsrnuwaduciazdiu

1. inuariadeiiagyinssuuuinisiiedanisuss sl fusnis
331U (Collaborative Workshop) lneidsyiiinegidesniussuy
UINILABZAIUNNINAUAT LA URIIUUTNS

2. fvuanguitimsnefiasdudlduing uaruansniudnuiu
HUNNRYRE I UTN1S vIelliynguidinungidiun sl
audiuinafuauieInsuarANAIAR TN UUUIAS
flavasretu

3. syauaueuiormuAianssuLaztuneuluusayAanssuneld
sadedal qeufduiusinandfifiunisuinng (Touchpoint
Evidences) A1u#890194AZAIUAIANTY (Needs &
Expectations) ﬁﬁ]ﬂiiuﬁlﬁmﬁu‘uaﬂ@%’ﬁmi (Customer Actions)
ﬂi%ﬁUﬂﬁiﬁﬁLﬁﬂ%uﬁuﬁIQUQﬂuvgﬂﬁﬁgﬂﬁlﬂ (Frontstage
Experience) Tumauuazianssuiiintuludrugliuinig
(Backstage Process & Activities) wazdafvuaniiafinng
M91uveIusazdIu (Specifications & Role Description)
Tosliwanuasuaazdruniuaiduly 5 Ussaunisal (5F)
fiAndumuddune fudnisisgeliaulivuing (Entice)
nsafrausepslalvirudnduladisunisuinis (Enter) msasne
ANl lYsEninanslduinis (Engage) n1sadiendny
Usziulalvgldneusenainnisldusnis (Exit) uaznisasna
nagmsWiEldseands vense wagnduanliuinisdn (Extend)

v
v &

4. WeulssynUfduus (Touchpoints) waztumauALEURUS

v
=

S¥INaRANTSUMARTU (Flow)

5. @3 1MHURNNUUSNSNAURUS Y WaIAS18aLLDnlUEIABS
atuanuieliiAnfanssutug 1o

fiun : iliak This is Service Design Thinking
Service Design Workbook TCDC, pp. 153-156
Service Design 250 Essential Methods, pp. 97

Design Methods for Developing Services: Design Council UK, pp. 19
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METHOD 3.2

MORPHOLOGICAL CHART
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@ CONCEPT GENERATION MATRIX
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° CONSUMER RESPONSE MODEL

LAUNCH

Consumer Response Model
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