Service Innovation by Design Thinhking
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o AU lunsildsunilasuasian (Exponential Technology)

o  anuvnmalulangalninazanuauaalauagsiauuutiug (Disruptive)
e uwwNuuaInsvingsiazaslangalni (Age of Digital)

e Design Thinking fa a¢'ls

e AszuIUANTUaY Design Thinking

o Empathy
o Define

o Ideate

o Prototype
o Test
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Stanford d.school Design Thinking Process

| * Share ideas
« All ideas worthy
» Diverge/Converge

|+ Interviews
+ Shadowing
+ Seek to understand

+ Non-judgmental + “Yes and” thinking

« Prioritize

| * Mockups
+ Storyboards
» Keep it simple
« Fall fast

» Iterate quickly

PROTOYPE

« Personas
« Role objectives |
« Decisions

« Challenges

+ Pain Points + Understand impediments |

* What works?
* Role play
https://dschool.stanford edu « Iterate quickly
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o MD 1. Service Professional
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o afnU3KNT u. Federal Express (FedEx)
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o afnuU3K1s u. Chevalier
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