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 In this presentation, we shall introduce what
service Is, what are the possible services into a
museum context and what are the goals of a
service design planning
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At the end of this presentation, you will be able
to:

e Define the fundamental elements of Service
Design

e Define what service Is

« Understand which are the possible services
INto a museum context

 Understand the importance of touchpoints in
Service Design
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e Service

e Service Design

e Museum Services

e User-centered service
e Touchpoints

Co-funded by the
Erasmus+ Programme
of the Eurcpean Union




MUSA Table of contents

e Service
e Service Design
e Definition of Service Design
e Service Design in a Museum Context
e Service Design Goal
« The importance of touchpoints

- Co-funded by the
of uropean Union




MuSA

museum sector alliance

SERVICE

—_
-
=
T

1
A4

O
-
o

(%2]

o
57
O
o

w
2

>

| -

0,
L0

What Is a “service”?
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“Any activity or benefit -
that one party can give to
another, that is essentially
intangible and does not
result in the ownership of
anything” (Philip Kotler)

So the f‘service’ is an
intangible product we
experience through
multiple touch-points and
channels.
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SERVICE DES
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What is a “service design™?
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Service Design

Planning a
“Service Design” is
designing and
arranging the
interaction
between a
service provider
and end-users,
with the use of

creative

processes,

methods, and —

phases. e 4 e (%
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Service Design in a Museum Context

Most of the times, museum visitors don’t buy a physical product, but the
experience of visiting the museum. So, in this case, service design coincides
with the design of the experience of the visitors.

Kinds of possible services into a museum:

a service provided during a tour that influences the direct experience
- a tourist guide, physical or digital

- indications to better orientate yourself in an exhibition

- a duplicate exhibition to allow visitors to touch the sculptures,

- the use of 3D hologram exhibitions to restore the real scenes of a work
that is not physically present

- etc... etc...
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Designing innovative systems so the clients can deliver the best
possible services and can have the best experience about the
fruition of a service/product.
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Each service, by its nature, is ‘immaterial’. In
fact a service has the ‘appearance of
immateriality’ because it cannot be touched,
seen, tasted and tested before it is used.

Since Service Design aims to realize a user-
centered service, it’'s important to create some
touchpoints to link organization/museum and

user.

In fact, the more the service is immaterial, the
more its touchpoints have a physical nature to
establish the presence of the service, making
it tangible, and allowing the user to interact
with it.

Touchpoints can be analog (the point of sale,
technical office, SMS, fax, telephone, print
media) or digital (social networks, website,
email, chat, chatbot).
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* This presentation was about the definition of service and service
design, focusing on the immateriality of services and on the
touchpoints as a material link between organization/museum
and users. The service, in fact, has to be user-centered.

 Now that you finished watching it, you should be able to:
* Define the fundamental elements of Service Design
 Define what a Service is
 Understand the possible services into a museum context

 Understand the importance of touchpoints in Service Design

Co-funded by the
Erasmus+ Programme
of the Eurcpean Union



MuSA List of references

museum sector alliance

» Design Thinkers Academy (2009), Service Design Method, da www.slideshare.net

* Docs lItalia (2019), Principi di Service Design — Linee guida di design per i servizi digitali
della PA, da www.docsitalia.it

« Huang, L. (2017), Service Design vs. Experience Design of Museum, www.medium.com

 Pacenti E. (1998), Il Progetto nell’'Interazione dei Servizi, Milano, Italia: Politecnico di
Milano

 Rao, K. (2007), Services Marketing, Dorling Kindersley, India: Pearson Education

* React Consulting (2018), Quali sono i principali touchpoint tra cliente e azienda
nell’epoca della digital transformation e come presidiarli, da
http://www.reactconsulting.it

e Sgalippa G. (2002), Quando il prodotto diventa luogo, Milano, Italia: Franco Angeli

e Tassi R. (2008), Design della comunicazione e Design dei Servizi, Milano, Italia:
Politecnico di Milano, da
http://www.servicedesigntools.orqg/sites/default/files/RobertaTassi DESIGN_ DELLA

COMUNICAZIONE E DESIGN DEI SERVIZI.pdf

Co-funded by the
Erasmus+ Programme
of the Eurcpean Union


http://www.slideshare.net/
http://www.medium.com/
http://www.reactconsulting.it/
http://www.servicedesigntools.org/sites/default/files/RobertaTassi_DESIGN_DELLA_COMUNICAZIONE_E_DESIGN_DEI_SERVIZI.pdf

MUSA Presenter’s bio page

museum sector alliance

Giorgia Martino graduated in
Communication Sciences at the "La
Sapienza" University of Rome, then
achieving the Master of Digital
Marketing and Communication at the “Il
Sole 24 ORE Business School” in Milan.

Subscribed to the journalists' order of
Lazio, she has collaborated and
collaborates with various online and
printed magazines about health,
wellness and environment, as well as
with NGO press offices and healthcare

Drss. Giorgia Martino (LCU) communication agencies.

Currently, she is a research associated
at Link Campus University in the project
entitled "SDG (Sustainable Development
Goals) as an element of aggregation

and development. In institutional,
corporate and social fields in Italy*.

g.martino@unilink.it

Co-funded by the
Erasmus+ Programme
of the Eurcpean Union




MuUuSA Thank you for your attention!

museum sector alliance

[ AN

NP T T

Credits WWW.project-musa.eu

Author: Drss. Giorgia Martino (LCU)
Narrator: Dr. Massimiliano Di Bitonto (LCU) . musa@daissy.eap.gr
Technical Reviewers: Christos Pierrakeas &

Panagiota Polymeropoulou (HOU) f @MuseumSectorAlliance
Scientific reviewers: Paula Menino Homem &

Filipe Correia, U. Porto, h

#MuseumSectorAlliance

0 &) @ This work is licensed under a
(cc) N e o ey o sherealle 40 proiect Number: 575907-EEP-1-2016-1-EL-EPPKA2-SSA

B I'.z'.i%:"'c TEmeltindPro [COIX] .. E(b%us N2 Symbola

UNIVERSITY

This project has been funded with support from the cu|tu|-e K
European Commission. This presentation reflects the . i
views only of the author, and the Commission U. PORTO m A.KMI h - ‘ OMI e

DAS IDEIAS

cannot be held responsible for any use which may be
made of the information contained therein.



	Definition of �Service Design
	Aim and objectives
	Learning outcomes
	Terms and keywords
	Table of contents
	SERVICE
	Service
	SERVICE DESIGN
	Service Design
	Service Design in a Museum Context
	Service Design Goal
	The importance of ‘touchpoints’
	Synopsis
	List of references
	Presenter’s bio page
	Thank you for your attention!

