>0
o0

OCAD
UNIVERSITY

OCAD University Open Research Repository

2018
Systems thinking for service design

Besplemennova, Yulia and Tassi, Roberta

Suggested citation:

Besplemennova, Yulia and Tassi, Roberta (2018) Systems thinking for service design. In:
Proceedings of RSD7, Relating Systems Thinking and Design 7, 23-26 Oct 2018, Turin,
Italy. Available at http://openresearch.ocadu.ca/id/eprint/2736/

Open Research is a publicly accessible, curated repository for the preservation and dissemination of
scholarly and creative output of the OCAD University community. Material in Open Research is open
access and made available via the consent of the author and/or rights holder on a non-exclusive basis.

The OCAD University Library is committed to accessibility as outlined in the Ontario Human Rights Code
and the Accessibility for Ontarians with Disabilities Act (AODA) and is working to improve accessibility of
the Open Research Repository collection. If you require an accessible version of a repository item contact us
at repository@ocadu.ca.



mailto:repository@ocadu.ca

oblo

System Thinking
for Serwce Design

—RTA TASSI & YULYA B -NNOVA




D Tot £
> \:\L_‘:‘.
e

SR ::};'
=AY e e NS
N

-
e

- ‘\'( .
P
)
o 2 .J:z
by

Sy



- RDS 2018




WHY WE ARE HERE

TOMORROW
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WHY WE ARE HERE

We need more than
human-centered design
to deal with future
transformations

ANAB JAIN
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SYSTEMS THINKING THEORY

Inputs Process

Outputs

Feedback

system

Norbert Wiener’'s model of
an organization as an
adaptive system

input throughput

boundary

. environment . .

Karl Ludwig von Bertalanfty
understanding of living
organisms
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Benjamin Brutton

_ The Stack: On software
- User and sovereignty
Interface=——
— Address
City
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SYSTEMS THINKING GRAMMAR
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PURPOSE
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we heed to observe

systems in dynamics to
better understand their
behaviour and how they O
can evolve over time
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EVOLVING PERSONAS
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EVOLVING PERSONAS

From static to
dynamic personas

Set potential end-states
and work on the evolution
and transformation of
behaviours over time
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THE CHALLENGE
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THE OUTCOMES @

SEGMENT 1
IDEOLOGICALLY

ENGAGED

< Ty ;
% SGMENT 1
IDEOLOGICALLY
ENGAGED

@ Internet Issues Awareness

SEGMENT

SEGMENT 7 P TECH-
SOCIALLY ~ FORWARD
ENGAGED SEGMENT 11
DIGITALLY
DELIBERATE
TECH-
FORWARD

@ Values Consistency O b I o
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USA - COMMUNITY MINDED CONSCIOUS CHOOSER

Emily Value Consistency O O @

0 U o M E S X, f » *e;»."‘ 45 { Loyal - responsible - motivated Emily wants to support the community she belongs to and
E }., s create a safe, protected and exciting environment for her
j-’ children. She supports local initiatives, and believes in
Emily is a protective mother and an active community collaboration as a way to drive change.
member with strong influence over small, local groups.
She wants to contribute shaping a better world and has picked Needs:
certain causes that are particularly relevant for her to push Help others Family protection Feel good
.y forward. She enjoys discussing news on social networks but also Gives her contribution Educate her kids and Make choices that
s understands how that space could be dangerous for unaware to disadvantaged help them develop make her feel her
users, like kids, and tries to monitor them. social groups. safely. actions contribute to
positivity.
Age: 32 Value Consistency She does She doesn't Offline/Online Behaviours and Habits:
'7 l-ﬁ e t e Where: Austin oco0e
w ' l Gender: F ° Support local activities, small . Radically disrupt her lifestyle to
. ' ‘ Internet Issues Awareness businesses and not-for-profit support her values and ideals, look ",'? "':‘\ ":\\
d h Family type: family (two children) 0ee organizations over corporates; for a balance;
pr o u c t as a s to Interests: . want to be involved with family and . go very deep in the information she Extremely open and outgoing  Guarded and private online, Has high level understanding only
. . ) kids education; has: knowing that somebody is doing offline, where she feelstobe  where she feels a lot more and often takes information at
b hm d t ' education Tech Profici . monitor what the children de, good is enough for her to buy into a in a safe zone. She likes to be insecure and exposed. She face value, for example, avoids
e 1 - gender issues ey especially when they go online. specific cause; surrounded by people, give profers to watch what others iCloud because people have been
neighborhood (oX X J . take the time to read much: if you earn them trust, share her share than to proactively hacked, creates private groups on
8 her trust early, you have earned her for experiences with them, participate, FB and assumes it's private
along time.
ONSCIOUS CHOOSER | BEHAVIOURAL STUD 30 CONSCIOUS CHOOSER | BEHAVIOURAL STUDY
vy
USA - COMMUNITY MINDED CONSCIOUS CHOOSER
Internet Health Awareness O @ @ !\ %
While Emily understands all the health issues well and
seems willing to support, she struggles connecting them
with her own experience and believes most of them
don't affect her life directly at the moment.
Relevant Issues: c %3
"
1) Digital inclusion Idon't thmk that th
because of her community focus, she cares about inclusion and diversit s
vy Y temet is safe,
2) Web literacy
because without education people wouldn’t know how to be safe online
Privacy: Browser: Search: Communication:
"Surveillance is bad, but | don't "The Internet feels like you have the "I don't rely on apps to do the scouting "In my life I'm very open,
want to be obsessed by it - as long as world at your fingers, you need to for me: they are not Youtube’s kids, they but online I'm more like
it doesn’t affect me directly.” know how to use it.” are my kids." a peeping tom.”
While they are somewhat aware of lack of They don't have a favourite browser. They are concerned by what the kids could find They are on social networks but don't feel
privacy and increased surveillance, they Simplified functions and predefined when they search as well as the rise of fake comfortable sharing information about life
rather not acknowledge it as they often do settings could help them and others have a news. Believes education is important to be and family. Looks for entertainment more
not know to address it. better understanding on how to use the able to properly distinguish sources and learn than communication,

browse for their specific needs. how to search.



THE OUTCOMES

e.g. What would
prevent them
from becoming
aware?

e.d. What would  ——— ENABLERS
help them
become aware?

RDS 2018

B @ T AWARE
They feel exposed and
unsafe but they don’t
know why and what

they can do to improve
the situation.

Prefer not to think about the issues: don't
want to put their time or mental space on the
topic

Believe it's too late for them to learn about .

these tech-related aspects

Feel disempowered

Want ta be part of the crowd and to follow/do
the things that everybody else is doing

Encounter small warning signals during
their online expenences

Like to do small things that matter
Sensitive to stories of people that have the
same level of tech-competence

They sort of understand
the problems but can’t
imagine any solution
they can put in place
against the issues.

Easily overwhelmed

Struggle refate the information they receive to
their everyday context

Inability to decipher misinformation

Somebody who teaches them what to do

Basic language and baby-steps

Understand the impact that alternative choices
had on others

Rely on something to do all the work for them
automatically

A support network to answer their questions
Sometimes they go really extreme (e.g. they
suddenly close their account on a social network
because they don't know how to solve an issue).

They feel proud of how they
have improved their
behaviour and are willing to
share their experience to
motivate others

Lack confidence as they don't feel
expert in this subject matter

Lack strong motivation as their life
is focused on other things

Social impact initiatives and ideas
on things they could do locally
Share their story online

Ability to support and help others
around them

Credible stories and advice they can
share easily with others

oblo



we heed to understand
the interconnectedness
of a given system, its
subsystems and other
external systems
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EVOLVING SYSTEM MAPS
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EVOLVING SYSTEM MAPS

EVOLVING SYSTEM MAPS

From connections
to system loops

Map the interconnections

between all the roles

N— — involved as a giving/
|§| |§| receiving relationship
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THE CHALLENGE
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THE CHALLENGE

Invio file precompilato delle Schedine Alloggiati

-~

Esito ElaRorazione

Huner= RPAght= Rlloggisciz<

sChezine Lorrstte :4
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THE PROCESS
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annualmente

|11 T

CALCOLO E GESTIONE

NON AUTOMATIZZATA PAGAMENTO
DELLE IMPOSTE

SUI REDDITI

TRANSAZIONE SEPARATA

(SOLO CONTANTI)

mensilmente

TASSA DI
SOGGIORNO

RICORDARSI DI SCARICARLE
ENTRO 30 GIORNI

VERSAMENTO
TASSE DI
SOGGIORNO

—_—
_ P— ‘~~‘\
” \\

e ~

g RICEVUTE .
SCHEDINE

PAGAMENTO
DEL SOGGIORNO

in contanti

oo oo
oo oo
24h QUESTURA
DATI SCHEDINE /
NON CONOSCE QUESTE IDENTIFICATIVI , 9 « ALLOGGIATI ’
PROCEDURE \\\ wvertficald //{/ \‘ \\ alloggiatiweb ,71
SCANSIONE O COPIA RICORDARSI ENTRO ,"
A MANO DEI DATI 24 ORE DAL CHECK-IN ,/
mensiimente e
H OST / DICHIARAZIONE
DEI FLUSSI TURISTICI
ALBERGATORE a fini st
CITTADINI 7 VISITATORI ISTITUZIONI DUPLICAZIONE DI FLUSSO

(STESSI DATI AGGREGATI)

NESSUNO STRUMENTO
DI VERIFICA DEGLI IMPORTI

COMUNE

PROVINCIA / REGIONE

AGENZIA
DELLE ENTRATE
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PAGAMENTO
ELLE 1IMPOSTE
SUL REDODITY

s

CALCOLO E GESTIQ

TRANSAZIONE SEPARATA
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THE OUTCOMES Versamento della
tassa di soggiorno

/

Trasferimento dati Buong'omo Maria e —

. = MERCOLEDI 30 MARZO -
afinelsTAT N\ [

Registrazione struttura
B&B Maria

La registrazione degli

Le mie strutture

: 4
Reglstra un ospite B&B Maria
Via Luigi Vittorio Bertarelli 7, 00159 Roma

Maggiori informazioni

Struttura Perliodo
B&B Maria - Ultimi 30 giorni

Stima della tassa di soggiorno 6 3
€

Configura

alloggiati presso la
struttura B&B Maria é
andata a buon fine.

Registrazion 2 @
effettuate 3 B&B Maria Luxury
Via delle Tre Madonne 28, 00159 Roma

Maggiori informazioni

I mio profilo

TORNA ALLA HOME

Registrazione
AlEk AR degli alloggiati ObIO
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EVOLVING PROJECT ROADMAPS
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EVOLVING PROJECT ROADMAPS

From project to
process outcomes

= = = Consider all the

\l' \l' \l' opportunities you have
I to generate value
e along the journey
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THE CHALLENGE
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THE PROCESS
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THE OUTCOMES

“Now |l cango
back to my people
and teach them
what I've learnt on
fire prevention
and response”

J. FROM KHAYELITSHA
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SYSTEM THINKING FOR SERVICE DESIGN

PERSONAS
(=]

ROADMAPS

l

o

) 4
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SYSTEM MAPS
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YOUR CALL!

oblo systemthinking HY  WHAT EXAMPLES  ABOUT

System Thinking
for Service
Design

Apply a systemic lens to responsibly solve your
service design challenges

WHY

oblo
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THANKS

www.oblo.design


http://www.oblo.design

