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Before we start
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What does the Swiss
Service Design

Network do for me*?
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*TLDR: events, jobs, knowledge
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It helps you find
your next job* with
the discussion board.
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It helps you
other service design
nerds* at events.

And who knows you might end up finding the
love of your life, but that’'s not a promise.
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It helps you

with community
knowledge*

This could help you show off with colleagues
with all the new cool stuff you learned.
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Thisis a
first* draft.

It's meant to motivate people to say:
“You missed this!”
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I'm not
an historian.

SDNCO switzerland Chapter

A Tiny History of
Service Design

Or how to make Service Design sound way more
interesting and smarter during dinner parties.
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Past, present and future

01. Swiss Service Culture

02. Swiss Service Design

03. State of Service Design 2019
04. State of Service Design 2023
05. Q&A
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Past



Key Swiss history dates
that shape the
Service Design Culture




The first service.

Specialization of tasks with agriculture
creates the first service
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First humans in
Switzerland.
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First Landsgemeinde.

The Landsgemeinde is a public, non-secret ballot
voting system operating by majority rule
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Founding of
a state of will.

Differences brought together
with strong individualities
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Swiss Neutrality.

A good facilitator needs neutrality.
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Mass tourism in
Switzerland.

One of the biggest areas for Service
Design in Switzerland is tourism.
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Introduction of
referendum.

A general vote by the electorate on a single political
question that has been referred to them for a direct decision.
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Introduction of
popular initiatives.

Allows the people to suggest law on a
national, cantonal, and municipal level
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SDN

® ©® [ « Produktideen|Migros Migipec X | =+
& ©) (5 https://migipedia.migros.ch/de/ideen B A e ) 3 '@

Spielregeln  Ideen  Stében  Community-Aktivitit ~ Kundendienst ~ DE | FR | IT

MIGIPEDIA Bewerten Fragen Testen Absti 1 Diskutieren Tauschen M  Anmelden

Dein Geniestreich ‘@

Hilf bei der Entwicklung von neuen Migros-Produkten mit.

Wir sortieren eure
Vorschlage

Aktuell findet kein sogenanntes
Crowdsourcing statt. Deine Produkt-
Ideen und Fragen rund um die Migros
kannst du jederzeit in unserem Forum
platzieren.

Was ist Crowdsourcing?

Aus einer guten Idee kann schon bald ein tolles Produkt werden. Erzéhl uns von deiner Produkt-ldee
oder sag uns, wie wir die Migros um deine Meinung besser machen kénnen. Natiirlich kannst du
auch die Vorschlage der anderen Migipedia-Mitglieder bewerten und kommentieren. Den Prozess
zur Mitgestaltung der Migros nennen wir Crowdsourcing.

.4 zum Forum

Produkte — mit euch entwickelt

In den vergangenen Jahren wurden aus hunderten von Kunden-Ideen eine Vielzahl an Migros-Produkten.
_Welches dieser Produkte kennst du?
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Key Services dates
that made the Swiss
Service Style







“Le client n'a Jamais
tort” — Cesar Ritz

Nevill, Ralph; Jerningham, Charles Edward (1908). Piccadilly to Pall Mall: Manners,Morals, and
Man. Duckworth. p. 94. Mr. Ritz who, in the 'eighties... this maxim was "Le client n'a jamais tort,"
no complaint, however frivolous, ill-grounded, or absurd..."
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Trial of the first self
checkout Migros shop.
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The Service Design
term is born.

Lynn Shostack, Marketing Executive in the
banking industry.
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The Service Design
Network (SDN) is born.

Created by Koln International School of Design, Carnegie Mellon University,
Linkopings Universitet, Politecnico di Milano, and Domus Academy
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First Service Designer
role in Switzerland.

Switzerland Chapter






FJORD opens a studio
In Switzerland.

There where small consultancies before
but FJOR is really a big one.

SDN Switzerland Chapter
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Swiss Chapter
of the SDN.
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First Service Design
Master at HSLU.

Taught before but now as a standalone
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Where do the Swiss
Service Designers work?




Let's start
With data
from 2019

An imperfect study based on 50+ answers from Swiss
Service Design practitioners that can be found here
bit.ly/sdn-ch-2019
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State of Service Design
in Switzerland

2019 Survey Report
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Most Service Design
practitioners work in
consultancy or in
education.

7 (13.5%)

13 (25.0%)

14 (26.9%)

Consultancy @ Education @ Large corporation
@ SME or startup Public sector
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About half of the
practitioners work in
large organizations.

SDN Switzerland Chapter

8 (25.8%)

1to 10 employees @ 11to 50 employees @ 51 to 250 employees
250 to 2000 employees

3 (9.7%)

5 (16.1%)

@ WMore than 2000 employees
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Most practitioners
have less than 10
years of experience.

9 (24.3%)

14 (37.8%)

SDN



Full-time service

designers are a ‘
minority. )

1%to 11%to 26%to 51%to 76%to 91%to 100%
10% 25% 50% 75% 90% 99%

Time spent on Service Design
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Present



What's the state of
Service Design today?




® [ ™ JobsinSwitzerland - Swiss S¢ X |+

O u g h ly &« O () https://swisssdn.flarum.cloud/t/jobs-in-switzerland

< SDN Start here Headlines  About & Q_ Search Foru
[ ] o o
erVIce DeSI n O S o
£ All Discussions @ Where to find Service Design Jobs in Switzerland
§= Categor
er week get
Manager Innovation & Strategy (m/w/d) at Sopra Steria
@ oz 3
® ® @ Cosostudies
S Q‘ Spezialist Customer Experience (w/m/d) at atupri
u I S e I n @ Jobs in Switzerland 4
@ Events ?. Senior Consultant - Service Design & Innovation (m/w/d) at Sopra Steri
. I Projects Next
W I e la n d ?‘ Head of Human-Centered Design (f/m/d) 100% at Sunrise

?‘ Fachverantwortlicher Service Design (w/m/d) 80 - 100 %

?. Senior Service Designer, Group Customer Office, 80-100% at Zurich
*" Insurance

DesignOps/UX Community Manager (Drive Design Culture and
Enaaaement) at UBS

19 new service design jobs over 2 months
see here: bit.ly/swiss-sd-jobs
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About 19
consultancies active
with Service Design

19 new service design jobs over 2 months.
See here: bit.ly/consultancies-ch

SDN Switzerland Chapter

@® (im] © Consultancy

&« &  https://www.notion.so/danielec/Consultancy-Ocea7a421a074aa3bb3887bdb73518b8
!

x ==

= @ Basebrain/ .. | @ Playlists/ @ Consultancy

Organizations
:ratio

Accenture Song

Appybros

Aroma

Creative Dock

EBP

Enigma

Fjord

Gotomo

Institute of Customer Experience
Jung von Matt

Liip

Panter AG

PopupOffice

Red thread

reverse

Studio Banana

Strategizer

Sketchin
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0 ® ® (im] Who are Swiss Service Design X | -+
u p e O p e © ) https://store.swissinnovation.academy/view/courses/service-design-questions-and-answers/172604¢

How to evaluate the value/purpose of ... My two cents
o o y
= What's the impact of Service Design? Here is a list, in no particular order, of Service De
with the word "service designer" in their job title
® O How to get buy-in for Service Desi...
. Julie Huh
‘ ‘ . = Which are great Service Design agenci..
6. Coline Drévo
Learning Service Design . Claudia Barradas Fontes

What are the best schools to learn Se...

]

-

Examples of good Service Design 2. Eva (Burkhardt) Schiipbach

Zahida Huber

What stores have a great Service Design?

W

Lu Jin

What are products that become services?
5. Darija Catipovic

~N

®

Anna Lukyanchenko

' ’ = Where can | learn service design online? . David Busser
= What are free Service Design resources? 10. Nadja Mller

11. Lola Ferreira

©

0]

3 Should | follow a course about Ser.
12. Jennifer Bagehorn

= Canlget a Service Design university... ’
13. Itziar Pobes
' = What are skills you recommend for a s...

14. Alessandra Lacher

= How do I find a good topic for my Ser... X .
15. Simon Kuenlin

= What are interesting conferences focu...
¢ 16. Daniel Muther

See here: bit.ly/swiss-sd-designers it atn sl i e

SDN Switzerland Chapter 53



A Swiss Service
Designer makes
about 108k per year.

Service Design Salary Report 2021, 7 Swiss Service Designers answered

SDN



Average salary

Average yearly salary (USD x 1.000) [l Average years of work experience

125 6
S $124 .
S e
S 100 $108 kS
: 3
2 &
S 75 $82 <
S a
S o
2 50 g
S 2 2
> %
g 25 S
S I
<
0 0
United States Switzerland United Kingdom

Service Design Salary Report 2021, 7 Swiss Service Designers answered
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Salary by gender

[ Average yearly salary (USD x 1.000) [l # of respondents

man

woman

0 20 40 60 80 100 120

* Service Design Salary Report 2021, 7 Swiss Service Designers answered

SDNCO switzerland Chapter
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Future



Going further




A database with
tiny historical
events.

Here we try to gather all historical events
(people, academic papers, organizations,
technologies, ideas), small or big, that are
related to Service Design in Switzerland.

SDN Switzerland Chapter
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o0 e N Swiss History X 4+

4 b C @ notion.so/danielec/Swiss-History-faceaed8be5b48daaefOccf4fbf2a043 LI} @ o B » B

§# Basebrain/ ... / [[] Swiss Service Design... / % Swiss History Edited 2d ago ‘~: Share @ @ Yx -

|||||\\\\\\\\\\\\\\||| "IIIIII I”m m

SDN
o0

& Add comment

Swiss History

= Menu © About
An Tiny History of
Service Design in Switzerland Explore the This s a prototype
history by... This is a work in progress
Here we try to gather all historical events 51 Historical sverits community project but we make
i izati it alread! ibl that

(people, af:ad?mlc papers, orgz-fnlzatlons, B Oroanizations i : ready ach:esi; :so f.af

technologies, ideas), small or big, that are others can already benefit from

sl il i i i N il S B i sl monc ol O People the work done by the community. P
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®  ® ¢ paylists X e

(@) & notion.so/danielec/26¢c780475fad4bdbba643b6c1e637d83?2v=1522b02ec9a1443f8872a877c8d3ea8e... (O Q a} » B =

¢ Basebrain/ ... / 2 Swiss History/ ® Playlists » K@ AV Share B © ¢ o

@ Tourism
! Playlists 2 Label events 6 related historical events

1

In each playlist you'll find organizations, people and historical events that > Label organizatio... 4 related organizations
are related _
to a specific topic about the history of Service Design in Switzerland. 2 Label people 19 related people

4 more properties
88 List view - Filter Sort Q =«

[5] Historical events 2
(%] 1858 Mass tourism in Switzerland
l Q2017 Academic Paper: Service Design and Educational Challenges to Foster Inn

> k Q. 2017: Academic Paper: Service Design Guidelines for New Types of Wellness Tc
@ Key Historic @ Technology
30 related historical events 23 related historical events Q. 2019: Academic paper: Reinventing Tourism office through Service Design in th
0 related organizations 5 related organizations Q. 2020: Academic Paper: Service Design for Accessible Tourism
0 related people 0 related people

2+ 2015 Emmanuel Fragniére joins HES SO as Professor of Service Design and Inn¢

New page in Historical events

e

T g4 Organizations \
[
‘ ; ! = g HES SO

@ Case studies @ Education

i FHGR
15 related historical events 15 related historical events 7
i EHL

[ S Sy J— - O e [ N
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bit.ly/sd-history-ch

You can join as a volunteer
to make it better.

SDN Switzerland Chapter
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Q&A
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What's missing
in this history?



Next event



Strategic Design
framework to
navigate complex
ecosystems

bit.ly/next-sd-event

SDN Switzerland Chapter

@ Kevin Richard - Host

Founder of the Design & Critical Thinking
community and Customer Experience
Manager in the Swiss Health Insurance
industry.

ﬁ Daiana Zavate - Guest Speaker
&\

Design Lead at Owtcome, Netherlands.

6 Krasi Bozhinkova - Guest Speaker

Strategic Designer at Owtcome,
Netherlands.
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Thank you
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