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Understanding

Service

1

Changing Economy

Product 
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Experience 
Economy

Industrial 
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Service 
Economy

Innovation 
Economy

tangible intangible
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• 82 % of US GDP

• 72 % of UK GDP

• 71 % of France GDP
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• Agrarian
economy

• Industrial
economy

• Service
economy

Service now accounts for more than half of India's GDP, 22% 
is from agriculture and industry's share is only 27% (versus 
46% in China)
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Services in India account for more than half of its GDP and is 
growing by 10% annually.

Service sector grows 
at fastest pace in 7 

months
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Need Want
"my clothes to be washed" Washing Machine

train
operate
store
maintain

Web commerce -
website

Manual / product 
brochure

Home/Door 
Delivery

Functional Convenience 

Traditional Design Domains
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Product 
Manufacturer

Service  / Solution
Provider
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"The average consumer power tool is used
for ten minutes in its entire life

- but it takes hundreds of times its own

weight to manufacture such an object”.

John Thakara,

In the Bubble: designing in a complex world

Product - System - Services
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Product - System - Services
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Materials

Technology

Skills
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Technology

Materials

Skills
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Need Want

Traditional Design Domains
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Problem S
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Design - A Systematic Problem Solving Methodology 

ProductsUser

Problem Solving ProcessDefining Problem

Opportunity Mapping

Tangible Demands

Usability
Functional
Features
Aesthetics
New Technology

R&D
Productivity
Production
Quality

Marketing
Service/maint.
Strategy

Competitors

Lifestyle
Ego
Culture
Tradition 

Anxiety, Fear
Aspirations

Ability to communicate

Perception
Personality
Psychology

Intangible Expectations

User

A Problem Defining Methodology 

Interaction,        Service,         Experience

Client 

Saturated Markets

W
an
t
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problem
..opportunity

Shashank Mehta National Institute of Design, Ahmedabad
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mass production..

..mass customisation

Shashank Mehta National Institute of Design, Ahmedabad
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form follows function..

..form is function

Shashank Mehta National Institute of Design, Ahmedabad
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product manufacturer..

..solution provider

Shashank Mehta National Institute of Design, Ahmedabad
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tangible

....intangible

Shashank Mehta National Institute of Design, Ahmedabad
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2D..    3D...  4D.....

Shashank Mehta National Institute of Design, Ahmedabad
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empathy
ethics
environment

Shashank Mehta National Institute of Design, Ahmedabad
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collaborate
participate
democratise

Shashank Mehta National Institute of Design, Ahmedabad
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sustainable
social 
universal

Shashank Mehta National Institute of Design, Ahmedabad
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Design is arguably now focused on the 
interaction between people and technology, 

and products serve as platform 
for experiences, functionality and service offerings.

Buchanan 2001 
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Understanding value and  the nature of relations
between people and other people, 
between people and things,
between people and organisations, 
and between organisations of different kinds, 

are now understood to be central to designing 
services. 
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Services  are not tangible or standardized goods 
that can be stored away in an inventory.  

Instead, services are created through interaction 
between a service provider and a customer.
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The inherent intention of a service is 
to meet the customer’s needs and, 
as a result, 
be used frequently and recommended heartily. 
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Services are dynamic processes that take place 
over a certain period of time…

…this service timeline is crucial to consider when 
designing services,

since the rhythm of a service influences the 
mood of customers.
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thank you !!!
Shashank Mehta

shashank@nid.edu

National Institute of Design, Ahmedabad
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