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Joining Forces with Service Desing



A service design approach based on the 
tourism product developer’s handbook

http://matkailu.luc.fi/tuotekehitys



Service Design

”Service design helps to innovate (create new) or improve
(existing) services to make them more useful, usable,
desirable for clients and efficient as well as effective for
organisations. It is a new holistic, multidisciplinary,
integrative field.”

Stefan Moritz, 2005



SERVICE INTERFACE

CONSUMER PRODUCER

Touch points
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Nike Town

Sport Business Daily 2007



What about tourism
destinations?



LOCALS

CONSUMERS
PRODUCERS

Touch points

What’s new?
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Orlando - Florida



Processes shaping the service
interface

LOCALS

CONSUMERS
PRODUCERS

PHYSICAL
environment

SOCIAL
encounters

CULTURAL
identity
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Designig seamless packages
with the handbook

Focusing on customership

* Designing the opportunities for customers (and other stakeholders) to participate in the ongoing co-creation of the joint package
* Developing methods for  gaining new insights into customers and markets

Designing joint packages
* Developing a common vision and strategy for the joint package
* Working with key stakeholders to generate ideas, co-create and conceptualise a joint package
* Developing a meaningfull story for the package that is consistent with the identity/story of the destination (or destination theme)

Designing the service interface
* Developing cultural processes (identity, meaningfull story)
* Developing social processes that support the identity/story of the destination (or destination theme)
* Developing physical processes that support the identity/story of the destination (or destination theme)
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Designing joint packages with the 
TPD’s handbook

To
ol

s
Service design workshop

Observation

Journey Tool

Social Media Monitoring

Learning café

Adhesive Map Workshop

Route Mapping

Pricing tool

Easy

Demanding

Alone

In group

Takes time

External expertise



Thank you!

José-Carlos García-Rosell
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