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Design of Services

• Innovation in goods versus services
– Application of PD process

– Key differences

• Service experience cycle
– Sequence of customer experience and service delivery

– Process flows

• Zipcar example
– Development process, experience cycle, flows

• Exercise
– Innovation in service experiences

• Product-Service systems
– Combinations and transformations



Goods and Services

Goods

• Generally tangible products

• Production and consumption may occur at 
different times

• Producer is generally not involved with customer 
during usage

Services

• Often intangible products

• Production and consumption may occur 
simultaneously

• Service provider may be involved throughout the 
service experience



Three Design Challenges

People

“desirable”

Technical

“feasible”

Business

“viable”



Generic Product Development 
Process
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What elements of the PD process apply to development of services?

How do they apply differently to services?



Bank of America Service Innovations

Customer Needs for Convenient Savings

• Make it easy to save money

• I don’t want to change my spending

Select
Select a deal online.

Shop
Shop and pay with your debit or credit card.

Earn
Cash back automatically credited to your account.

Register your debit card to:

Round up your purchase to the nearest dollar

Transfer the difference from your checking to savings

Track your savings online

www.bankofamerica.com

Keep the Change.™
Save automatically with everyday purchases.



Service Development Example

Ref: “R&D Comes to Services: Bank of America’s Pathbreaking
Experiments”, Stefan Thomke, Harvard Business Review, April 2003



Service Experience Cycle

Desire

Shop

PurchaseConsume

Reflect



Service Experience Cycle: Movie 
Theatre Example
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Access 
Reservation 

System
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Membership Process Flow

Vehicle Process Flow

Booking Process Flow

Zipcar Process Flows
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Group Exercise: 
Customer Experience Cycle

• Work in groups of 2 or 3.
• Map out the customer experience as a process flow (or cycle) for one of 

the following services.

• Draw a diagram to explain the process.
• Identify several opportunities for innovation.

Vacation travel Automobile purchase Grocery shopping

News media Pet ownership Coffee shop

College education Pizza restaurant Dental care



Product-Service Systems

• Bundling of product and service

• Transformation of product to service

• Designing a service as a product

+



References 

1. Karl T. Ulrich and Steven D. Eppinger (2009), Product 
Design and Development, 4th Edition, Tata McGraw-Hill 
Publishing Company Limited, ISBN: 978-0-070-14679-2

2. Stephen C. Armstrong (2005), Engineering and Product
development Management– The Holostic Approach,
Cambridge University Press, ISBN: 978-0-521-01774-9.

3. IbrahimZeid (2006), Mastering CAD/CAM, 2nd Edition,
Tata McGraw-Hill, ISBN: 978-0-070-63434-3.

4. Anoop Desai, Anil Mital and Anand Subramanian (2007),
Product Development: A Structured Approach to Consumer
Product Development, Design, and Manufacture, 1st

Edition, Butterworth-Heinemann, ISBN: 978-0-750-68309-
8.

http://www.flipkart.com/author/anoop-desai
http://www.flipkart.com/author/anil-mital
http://www.flipkart.com/author/anand-subramanian


Thank you


