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Abstract

This thesis examines the concept of Colla-
borative Envisioning Sessions and explores how
the customer journey can be optimized through
service design. The thesis uses Boxing Future
Health, a project developed by the Danish
Design Centre (DDC), as a case to address the
concept of Collaborative Envisioning Sessions.
The thesis has been conducted in collaboration
with the Danish Design Centre (DDC), taking
place from February to May 20I9.

Boxing Future Health is a project created with
the purpose to provide public and private
organizations the possibility to explore the
future in healthcare in Denmark in 2050. For
this purpose, four alternative future scenarios
have been developed based on foresight-
and design methods. The future scenarios
are transformed into a physical space where
people can “visit” them collaboratively. The
experience of the “visit” is designed as an
immersive experience where the senses are
stimulated to enhance the feeling of being in
the future scenario. The future scenarios are
integrated into a workshop called ‘Touch the
Future’ offered to healthcare organizations.
‘Touch the Future’ provides an opportunity
for organizations to relate to the future and
explore its strategic opportunities.

The focus of this case is the DDC's service
offering ‘Touch the Future,” as we categorize:
Collaborative Envisioning Sessions. The service
offering is organized across a sequence
of touchpoints, where the service provider
interacts with the customer. By conducting a
service design process, we have explored the
customer journey of a Collaborative Envisioning
Session using primarily qualitative methods
and service design tools. A journey map is

O™

used, as the primary tool, to provide insights
into the customers’ experience, needs, and
motivation through the journey. The case is
concluded with a service concept building on
the existing service offering. We are proposing
additional steps and touchpoints to the current
journey of the Collaborative Envisioning
Session with a focus on optimization. The
optimization concept is based on findings and
development conducted through our design
process. We identified that previous customers
of the Collaborative Envisioning Session
are challenged in applying the knowledge
produced and disseminating what they
have experienced. The focus is, therefore,
on the outcome by encouraging and assist
the customer in continuing the work and in
general, improve the overall experience.

One of the touchpoints from the optimization
concept was tested in May 20I9 during a
Collaborative Envisioning Sessions at the DDC.
The rest delivered to the DDC is the product
report with proposals of how the steps can be
integrated into the existing service journey
and what value it could provide both for the
customer and the service provider.

Furthermore, based on the case, this thesis will
reflect and discuss the service design process
and how our findings can be relevant for other
organizations working with Collaborative Envi-
sioning Sessions.

Keywords: service design, collaborative
envisioning session, customer Journey
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Terminology

Definitions

Collaborative Envisioning Session: are the
workshop activities providing the context
(setting and tools) for collectively envisioning
or imagining how something might be in the
future.

The Danish Design Centre (DDC): is the service
provider in relation to our case. The DDC will
also be referred to as experts of the studied
field,andin Collaborative Envisioning Sessions,
we describe them in the role of facilitators.

Participants: is the term used during the thesis
to describe customers in situations where they
are participatingina Collaborative Envisioning
Session. An example could be an employee in
a medico company or head of education at a
health education. ‘Participant’ is also used to
describe the stakeholders we are interacting
with during our research activities such as
interview participant.

Customer: is the term used to describe the
coordinator and the participant collectively.
Further, it is used to refer to customers for
Collaborative Envisioning Session in general.

Organization: is used to cover both public and
private healthcare- company and organization.

Healthcare industry: is used as a term to cover
all sectors of Boxing Future Health's target
group, e.g. the pharmaceutical industry.

O™

Acronyms

CES: Collaborative Envisioning Session (only
used in figures)

DDC: Danish Design Centre

UCC: University College Copenhagen (only
used in figures)
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Learning Objectives

Official Learning Objectives

During our master’s program Service Systems
Design at Aalborg University Copenhagen,
we have acquired subject-relevant learning
competencies, skills, and knowledge gained
through lectures, group projects, and interns-
hips. This section will present the official lear-
ning objectives provided by Aalborg University
(AAU) as well as personal learning objectives
created by the group.

According to the curriculum of the master
program of Service Systems Design (2017),
students who complete the module will obtain
the following qualifications:

Knowledge

e Must have knowledge about the
possibilities to apply appropriate
methodological approaches to specific
study areas

» Must have knowledge about design
theories and methods that focus on
the design of advanced and complex
product-service systems

Skills

* Must be able to work independently, to
identify major problem areas (analysis)
and adequately address problems and
opportunities (synthesis)

» Must demonstrate the capability of
analysing, designing and representing
innovative solutions

* Must demonstrate the ability to
evaluate and address (synthesis) major
organisational and business issues
emerging in the design of a product-
service system

O™

Competencies

e Must be able to master design and
development work in situations that are
complex, unpredictable and require new
solutions (synthesis)

 Must be able to independently initiate
and implement discipline-specific and
interdisciplinary cooperation and assume
professional responsibility (synthesis)

» Must have the capability to independently
take responsibility for own professional
development and specialisation
(synthesis)

Personal Learning Objectives

» Gain experience of collaborating with an
organization throughout a service design
process

* Learn from the process of collaborating with
stakeholders from different professional
backgrounds and synthesize the insights to
create value in the service context

* Learn more about design in future scenarios
and how they can be applied in practice

* Learn how to organize a workshop that
contributes with insights to use

* inthe further phases of a design process

During the project, we will apply and explore
the mentioned learning objectives, which will be
reflected during the thesis. We will use the project
to strengthening our confidence within the service
design field and our position as service designers.

97143



Introdo




1.1

Introduction

The continuation of societal issues, increasing
environmental problems, and rapid techno-
logical development that we face today is
both complex and causes uncertainty. These
issues can be approached from several diffe-
rent angles and disciplines, where we will first
be mentioning: foresight and design. From a
foresight perspective, organizations will, in
uncertain times, particularly need to focus on
strategic thinking. Strategic thinking integra-
tes uncertainty-based scenarios with strategic
planning methods to cope with challenges and
exploit opportunities in the business environ-
ment (Lindgren & Bandhold, 2003).

Within recent vyears an increase of
organizations, such as the large consultant
agencies McKinsey and Deloitte, are
working strategically with future scenarios.
Disciplines in this field like foresight and
futures studies are categorized with different
terms depending on the time in history and
geographical area (Sardar, 20I10). Other
similar disciplines can be mentioned, such
as strategic foresight, scenario planning,
and corporate foresight. Foresight consists
of a broad range of studies and approaches
and is described as a ‘very fuzzy multi-field’
(Marien, 20092). Similarto these approachesis
the development of future scenarios that are
used in a strategic process. During the thesis,
we will use the term foresight when referring
to the discipline of working strategically with
future scenarios.

Future scenarios are described by Hines and
Zindato arguing that in foresight scenarios
are macro-scale application and “...] they
present alternative of futures and are

[ntroduction
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generally presented using storytelling and
reports.” (2016, p. 185). This is how we will use
the term future scenario forwardly.

Inforesight,futurescenarioscanbedeveloped
without the support of design methods, such
as storytelling and reports (Hines & Zindato,
2016), but also where foresight is integrated
into a design-led process of envisioning
methods. An example where design has been
used to expand the immersive experience
is the project “Hawaii 2050" created by
amongst others Jim Dator and Stuart Candy,
who seek to transform the future scenarios
into experiential scenarios (Candy, Dator, &
Dunagan, 2006). The integration of design
to support the imagination draws benefit
in enhancing the immersive experience:
“And the more comprehensive or immersive
the intervention, the more effectively future-
shaping (i.e., catalytic of the actual change) it
is liable to be.” (Haldenby & Candy, 2014, p. 5).

These design-based future scenarios will be
the focus of our thesis, where we will use
Boxing Future Health as a case. Boxing Future
Health is an ongoing project linking foresight
and design thinking and was established
in 2016 by the Danish Design Centre (DDC).
The DDC is a Danish semi-public institution
whose purpose is to disseminate knowledge
about design and its economic effects in the
business community (Danish Design Centre,
20I16b). The project was created based on
a hypothesis that shaping the future with
the use of scenarios would make it easier
for stakeholders to relate to the future and
explore new business models, collaborations,
and innovative products and services (Dansk
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Design Center, n.d.). The project foundation
is explained by the program director, Sara
Gry Striegler:

“Technology will change the way our society
works - the products, the services, the business
models, and the value creating systems. Our
understanding of health will change. But
how will it change - and how can we act more
proactively and shape the future as decision
makers and decide wisely and responsible
where to go? This was the aim and still is
the focal point of Boxing Future Health: To
step consciously into the future and start
making demands for technology from a
human perspective. Starting with the human
experience as the goal, not technology in its
own.”Sara Gry Striegler (e-mail, December (9,
2018).

Boxing Future Health is a project addressed
to primarily Danish private and public
organizations in the healthcare and offered
in three different versions as a way for the
organizations to work with the abstract
future more concretely. The three offered
versions are: (l) ‘Listen to the Future,’ (2) ‘Touch
the Future,” and (3) ‘Create the Future.’” ‘Listen
to the Future’is mainly a presentation and
does not contain the physical elements of
the scenario experience. For this reason, we
have chosen to limit us from this offering in
the thesis. Furthermore, ‘Create the Future’is
an innovative course, and the DDC has until
now only had one organization through.
Therefore, our focus of this case is ‘Touch the
Future’, commonly a one-day workshop.

[ntroduction
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1.2

Service Design as an Approach

The Danish Design Centre (DDC) has been
offering the ‘Touch the Future’ workshops
from summer 2018 to the beginning of 2019
and has evaluated the process of the works-
hops and the participant experience through
post-self-evaluations and in some cases via
evaluation meetings. However, in-depth evalu-
ation and impact measurement have not been
conducted. We perceive the opportunity of
using service design to explore the ‘Touch the
Future’ workshop process as a way to gain an
understanding and insight into the customer
journey and thereby potentially provide oppor-
tunities for optimizations.

Reason, Levlie and Flu claims that service
design can assist in understanding and desig-
ning for the customer journey that is visuali-
zed in the customers movement of before
engaging with the service, the customer’s
beginning relationship with the service, what
happens during the service and how the cust-
omer experience is after using a service (2016).
It points out the importance of not only focu-
sing on what happens during the service but
considering the service offering as part of a
customer’s journey that can assist the service
provider in gathering insight to optimize the
customer journey.

Organizations can use service design both
to improve existing services and to develop
new value propositions (Stickdorn, Hormess,
Lawrence, & Schneider, 2018). We found that
design-based future workshops already
exists in different forms, where Boxing Future
Health is one. Therefore, service design can
be particularly relevant as it takes a holi-

[ntroduction
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stic human-centered approach and offers
methods for first identifying the problem
space, by including relevant stakeholder
needs, followed by identifying a solution
space, in an iterative process.

The focus of this case is the DDC’s service
offering ‘Touch the Future.” From the
preliminary work conducted, we found that
‘Touch the Future’ could be categorized as
an envisioning session done collaboratively,
which is why we forwardly will refer to them as
Collaborative Envisioning Sessions. We define
the Collaborative Envisioning Session as the
constellation of workshop activities providing
the context (setting and tools) for collectively,
envision, or imagine how something might
be in the future. This will be elaborated in the
literature review.

The focus on ‘Touch the Future’ (Collaborative
Envisioning Session) provides the opportunity
of using service design to explore the customer
journey to identify a problem space and focus
on optimizing based on the solution space.

The increase of design used in foresight and
its commonalities with collaborative sessions
and envisioning projects used in service
design provides an interesting, relevant, and
motivating case for the thesis. Further, one of
the group members interned at the DDC from
August to December 2018, which provided a
good foundation for our process. Collaborating
with the DDC that are working professionally
within the discipline of service design is a
unique opportunity that can support us with
expert knowledge.

137143



1.3
Structure of the Thesis
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Chapter 2 presents the background for the
case, introducing our collaborator and service
provider the Danish Design Centre (DDC) and
the project Boxing Future Health. The final
part of the chapter will present our case and
problem statement.

Chapter 3 contains a literature review where
thetheoretical contextis examined concerning
our problem statement and concluded with
our research question.

Chapter 4 introduces our methodological
approach and framework for this thesis.

Chapter5-8 containsthe analyticaldescription
of our design process, organized in the four
phases of the Double Diamond. Discover,
describes how we explored our topic and
identified pains and gains. Define, examines
the gathered research to provide a direction
for the project. Develop presents how we
used our gathered data to develop a service
concept, and after developing this concept,
we converged the outcome from the previous
chapter in order to present the deliverables in
a product report to the DDC in Deliver.

Chapter 9-10 consists of the reflections and
discussion of the design process, the research
question, and learning goals. The final chapter
will be concluding on the thesis.
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The Service Provider

The Danish Design Centre (DDC) is a Danish
semi-public institution (se/vejende institution)
founded by the Danish Design Council in 1978
placed under the Ministry of Industry, Business
and Financial Affairs'. In 2015, the Ministry
establishedthe commercial foundation Design
Society as the parent company encompassing
the DDC, INDEX: Design to Improve Life, and
the Danish Fashion Institute (see Figure ) as
part of the growth plan for creative businesses
design.

Design Society

Joint
administration

Danish
Design Centre

Danish Fashion
Institute
v
Copenhagen
Fashion Week ApS

Figure I: Organization diagram

The financial foundation of Design Society is
based on contributions from the government,
the Growth forum Capital, and are co-financed
by private funds and donations (The Ministry
of Business and Growth, 20I5). Christian Bason
is the CEO of both Design Society and the
DDC where his role is to establish the overall
strategic direction of the organization

O™

Vision for the Danish Design
Centre

"Empowering business, people and
society to shape the next.”

- Rasmussen & Bason (2019, p. 6)

Mission for Future Health

"The mission is to create spaces where
companies and public organizations

together shape valuable health
solutions of the future.”

- Rasmussen & Bason (2019, p. 15)

(Danish Design Centre, 2019b). The vision for
the DDC and mission for Future Health are
shown above. The vision is reflected in the
DDC'’s five departments or strategic focus
areas called platforms (see Figure 2 on the
next page). Each platform has ongoing
projects. The projects are investigating how
to create design-based value in companies
through systematic experimenting, learning,
and sharing (Danish Design Centre, 20I16aq).
Our thesis case is based on the project Boxing
Future Health placed under the platform
Future Health, which will be described in the
following section.

'The Ministry of Industry, Business and Financial Affairs was formerly categorized as the Ministry of Business and Growth.

Context
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Design Cities Design Startup Future Health Design Resource Next Business

r- 24
L. A

PLATFORMS

Boxing Future Health

PROJECTS

Figure 2: The Danish Design Centre’s five platforms, and the project Boxing Future Health placed under Future Health.
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2.2

Boxing Future Health

Boxing Future Health is a program developed
from 2016 to 2018. The program was established
with the purpose to provide public and private
organizations the possibility to explore the
future in healthcare in Denmark in 2050.
The organizations can use it to discover new
markets, business potentials, and strategic
opportunities, more concretely to create the
starting point for strategy, competence, and
product development or to define the future
consumers of health (Dansk Design Center, n.d.).

2.2.1.

Boxing Future Health is a project developed
from 2016 to 20I18. The project was established
with the purpose to provide public and private
organizations the possibility to explore the
future in healthcare in Denmark in 2050. The
Boxing Future Health team has in collaboration
with Public Futures? and an additional 10O
experts related to the healthcare developed
four future macro scenarios (Danish Design
Centre, 2016q). The process of this development
is based on foresight methods and has been
planned as a forecasting-scenario process
with the main phases of framing, scanning and
scenario development where co-creational
workshops have been applied (Svendsen &
Olsen, 2018).

Background

The future scenarios are developed based on
a 2x2 matrix with four opposite poles of how
the future might develop in the healthcare
sector. Each scenario contains two main
dimensions. They are represented by two axes
that intersect, whereby a matrix with the four

O™

quadrants appears. Each quadrant represents
a future scenario universe (Svendsen & Olsen,
20I8). The matrix is shown in Figure 3.

Ministry of Root Causes

®

- Health'Bazar
Individually

Most for Most

the Body

Healthy |

Figure 3: Matrix with four quadrants each representing a future
scenario. The matrix poles are vertically: United-Individually, and
horizontal: The body-Life.

2.2.2. Boxing Future
Health service offerings

Boxing Future Health provides service
offerings where organizations can use it to
discover new markets, business potentials,
and strategic opportunities, more concretely
to create the starting point for strategy,
competence, and product development or
to define the future consumers of health
(Dansk Design Center, n.d.. Boxing Future
Health's offerings have been available from
summer 2018 to January 2019 as a test phase,
where approximately 2000 people have
experienced the scenarios.

The Boxing Future Health service offerings are
offered in a Business-to-Business (B2B) context
targeting public and private organizations

2 The company was founded in 2005 by partners Steen Svendsen and Seren Steen Olsen. Steen is an M.Sc. in Political Science, and Sgren is an
M.Sc. in Economies both from the University of Copenhagen. Their core competencies comprise future research, policy and strategy develop-
ment, vision processes, top management consulting, process management, analyses and national economics (Svendsen & Olsen, 2019q).

Context
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within the healthcare. The offerings are
customized according to the participating
organization, but the DDC provides a
description of three suggested service
offerings called: ‘Listen to the Future,” ‘“Touch
the Future,” and ‘Create the Future’ (Danish
Design Centre, 2016aq).

The three Boxing Future Health service
offerings are centered around the four future
scenarios from the matrix. The future scenarios
are designed as an immersive experience, in
large cylinders (see Figure 4), where people can
“visit” and explore the future. In this thesis, we
are, as mentioned earlier, focusing on ‘Touch
the Future,” which we during this thesis, refer
to as a Collaborative Envisioning Session. A
description of the two additional offerings,
‘Listen to the Future’ and ‘Create the Future,’
which are not the focus of the thesis, can be
found in Appendix I.

‘Touch the Future’ (Collaborative Envisioning
Session) as a service offering has a consultancy
aspect but built around a workshop that
contains some standardized exercises, but
elements are customized to some extent
for each organization. The session consists
of different exercises amongst others, a
collective exit poll seen in Figure 5. However,
a generalization of a high-level journey is
visualized in Figure 6 (see the next page).
‘Touch the Future' takes place at the DDC and
last on average 4-5 hours but can also last
up to two days. During the session, the future
scenarios are explored, and the outcome can,
for example, be a design brief supporting
the organization in continuing their process
(Danish Design Centre, 2016aq).

Context

Figure 4: Picture of the scenario cylinders at the Danish Design
Centre

Figure 5: Picture of exit poll exercise during a ‘Touch the Future’
Session
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The food station is where the
participants receive the first
taste of the scenarios, and the
first time their senses are stimu-
lated.

Each future scenario is repre-
sented in an abstract way where

various elements and objects
have been orchestrated for one

to feel, smell, and listen that
supports the immersive experi-
ence. The abstract representa-
tion should make it possible for
the participants to individually
explore and imagine what the
abstract content signals about

the future.

Participants are greeted

at the food station

Presentation

The presentation should provide
the participants with knowledge
for them to understand the
workshop purpose.

Experience the
scenarios
through the
cylinders, audio
narratives and
reflection cards

The audio narratives should

support the participants own

imaginations of the surroun-
dings and personas.

Figure 6 - Journey of the service offering ‘Touch the Future. Adapted from text description (Danish Design Centre, 2016a)
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10-24 4-5 hour
participants duration

The reflection cards should
ensure that the participants
individually have time to reflect
on both opportunities and
threats for each scenario.

Joint discussion and

Discussions
and reflections in groups gathering at the exit poll

The individual part of the exit-
poll exercise pushes the parti-
cipants to consider their beliefs
on the future direction. The
collective aspect of the exercise
provides the participants in
seeing and hearing about the
other participants’ choices and
arguments.

21 /143
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2.2.2.'.

‘Touch the Future’ (Collaborative Envisioning Session) consist of various exercises, tools, and
methods for the participants to experience and interact with. A description of these is introduced

Activities, tools, and methods

below:

What is it? - and what does it contain?

Food station |The food station consists of two kinds of food and two kinds of beverages, each
% f representing one of the four future scenarios. The food station is presented in
the beginning to set the stage.

Presentation

p

The four
Scenarios

Audio
narratives

The presentation usually contains an introduction of the DDC, design, and the
prior development of the four scenarios based on foresight. The presentation
is usually customized for the particular offering and organization where the
focus on each topic can vary. Sometimes external presenter can be a part of it.

The four future scenarios are constructed as cylinders and are each approx.
3 meter in diameter. The four cylinders each contain different elements. A
description can be found in Appendix 2.

The four cylinders each represent an alternative future of 2050 and are color-
coded; pink, blue, black and gray. Two of the cylinders can be seen in Figure 4.
The colors emphasize the narrative of each scenario while also contribute to
distinguish and memorize each scenario.

Due to the space consuming physical cylinders, the DDC are currently
redesigning the scenarios as a theatre concept. The concept is renamed:
Boxing the Next. The theatre space will be designed to switch from the scenario
theatre into a standard working space providing flexibility while keeping the
immersive experience.

Three personas have been created each with a medical condition, e.g., a
broken leg. The story of each persona is created as audio narratives, one for
each scenario. The audio narratives are similar to radio plays where actors
and actresses take the role of the persona, and background noise effects are
applied. The audio files can be accessed from this link:

http:/boxinafuturehealth.dk/en/ (lllustrations are also adapted from this site)

Reflection After being introduced to the future scenarios, the participants are asked to

cards reflect on questions regarding how they see their organization in each future
@ scenarios and to write it down on a reflection card.

Exit poll - The matrix illustrated in Figure 5 is printed on a 2xI,5 m canvas, where each

Matrix quadrant represents a future scenario. The matrix is either placed on the

floor or the wall. The participants are asked to place post-its based on the
matrix according to questions asked by the facilitators, e.g., “which future do
you hope to experience?” or “which future do you expect to experience?”.
Afterward, the participants will have a collective overview of their hopes and
expectations for the future.

In the following section, the case and collaboration for our thesis project will be described.

Context
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2.3
Case

Context

O™

During the thesis, the collaboration with the
Danish Design Centre (DDC) has primarily
been with two contact persons: Sara Gry Stri-
egler and Anne Danielsen. Program Director
Sara Gry Striegler manages the Future Health
platform. She has experience and knowledge
within design thinking and has previously
worked with the implementation of new inno-
vation policies regarding operation manage-
ment and teaching innovation methods at the
Capital Region of Denmark (Danish Design
Centre, 2016e).

Our second contact person is Senior Service
Designer Anne Danielsen, the project manager
of Boxing Future Health. She focuses on how
design can affect health and how a service
can place the patient in the center (Danish
Design Centre, 2016b). The terms agreed for
the collaboration was primarily a meeting
with Sara Gry Strigler or Anne Danielsen every
2-3 weeks between 30-60 min.

The outset for the collaboration with the DDC
is as mentioned based on our group member’s
internship at the DDC where she was primarily
connectedtothe Boxing Future Health project.
During the internship, she co-facilitated six of
the ‘Touch the Future’workshops, participated
in workshop preparations, and performed
several other related tasks. She gained an
in-depth knowledge of the project, such as the
organization of the offerings and the DDC'’s
choice of methods, which was a beneficial
asset during our thesis process.
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2.3.1. Choosing
"Touch the Future’

We started the preliminary work before we
chose to focus on ‘Touch the Future’workshop
(Collaborative Envisioning Session), and the
thesis project officially began in February
20I9. The project started with a collaboration
concerning Boxing Future Health but at the
time not with a specific problem area. This
meant that we in the group brainstormed
several topics to explore and through
meetings with Anne Danielsen discussed,
merged, discarded, and validated the topics.

Before we chose to focus on the ‘Touch the
Future,” we decided to focus on how the three
existing service offerings are organized. To
get an overview of the three service offerings
we mapped a journey for each, primarily seen
from the service provider’s perspective as the
knowledge at this point stemmed from the
group member’s internship knowledge, desk

Listen to the Future

research, and one meeting with the DDC. The
journeys’ were mapped with broad generic
steps, including the role and tasks of the DDC,
seen in Figure 7.

We used the journeys to obtain a visual
overview of the three offerings that could
assist us in identifying how the DDC had
designed the offerings while providing us with
a common language when talking about the
offerings. It opened up a discussion about the
differences between the three offerings and
their purpose, which lead to the decision of
choosing one of the offerings for further work
process. During this discussion, we looked at
the possibilities and challenges that each
offering could provide for our service design
process, and chose ‘Touch the Future’to use
as a case for our focus area.

First contact
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Figure 7: Overall journey of the three service offerings
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2.3.2.

The Collaborative Envisioning Sessions are
organized across a sequence of touchpoints,
where the DDC interacts with the customer.
Seeing the session as a service, that takes
place over time, we believe that mapping the
journey from the customers perspective, could
be particularly helpful in providing insights of
the customers’ experience, and reveal oppor-
tunities for optimization.

Initial project direction

A customer journey can provide insight into
what takes place before the customer arrives
at the DDC for the Collaborative Envisioning
Session and reveal unidentified touchpoints

Problem statement:

or experiences during the session. A cust-
omer journey can also provide insight into
what happens after the session, such as the
outcome.

The initial problem statement is based on
exploring these Collaborative Envisioning Ses-
sions by using service design methods and by
analyzing the current customer journey of the
participating organizations while using the
insights to potentially optimize the journey.
Our problem statement is specifically formu-
lated:

How might we use service design to
explore and optimize the customer journey
of the collaborative envisioning sessions
organized by the Danish Design Centre?

Context
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3.1

Theoretical Rationale Behind the Collaborative
Envisioning Sessions Offered by the Danish
Design Centre

To approach the Collaborative Envisioning
Sessions offered by the Danish Design Centre
(DDC), we will first take a theoretical view to
examine the rationale behind them. This is
done from a collaborative and envisioning
perspective used in design- and strategic
processes.

Doingactivities collaboratively duringadesign
process is one of the core principles in service
design where diverse stakeholders can be
brought together to participate for different
purposes. For this ourthe framework are
often referred to as a workshop. A workshop
life cycle can be divided into four phases: (l)
Define clear purpose, (2) Plan workshop, (3)
Run workshop, and (4) Follow-up on workshop,
as seen in Figure 8 (Burtonshaw-Gunn, 2008).

Define clear

/ papose \

Follow-up on Workshop Plan
workshop life cycle workshop
\ y /
workshop

Figure 8: Workshop life cycle. Adapted from
(Burtonshaw-Gunn, 2008)

Literature Review
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In participatory design, the practice of
collaborative sessions is, amongst others
seen in co-creation that refers to “[..] any
act of collective creativity, i.e., creativity that
is shared by two or more people.” (Sanders
d Stappers, 2008, p. 6). Sanders & Stappers
term co-design as the collective creativity
between designers and non-designers that
is conducted throughout the whole design
process (2008). The stakeholders involved
during this process are the participants of the
session, and a facilitator, who needs to be
able to facilitate people with different levels
of creativity (Sanders & Stappers, 2008).

Establishing that a collaborative session will
include more people interacting with each
other; this requires a need for communication
and thereby a common language between the
participantsinorderto discuss and understand
each other. Working collaboratively and
interacting with others can lead to innovative
approaches, more feedback, more ideas,
and distribution of work and responsibilities
(Lindeke & M Sieckert, 2005). To conduct an
effective future strategy session, initially a
group must define some common goals and
guidelines for the organization and to further
make these goals the most satisfactory for
the majority of the organization, several
co-workers must be involved (Huxham &
Vangen, 2004). The discipline is as mentioned
increasingly being approached with the use
of design, which will be elaborated in the
following section.
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3.1.1. Design and
collaborative envisioning

Envision is described in the English Oxford
Living Dictionary as the act to “[ilmagine as
a future possibility” and to “visualize” (Oxford
Dictionaries, 2019). Envisioning how the future
might or could be, can impose obstacles for
people as the future is, described by Candy
during a TEDx Talk, inherently abstract: “it’s
remote from our present experience, which
makes it very hard for any considerations on
that long term timeframe to compete with the
urgent material present concerns that we have
today.” (2014-9:08). To support the imagination,
design-based approaches such as speculative
design is found as a way to imagine possible
futures and use themto understand the present
better:

“This [speculative design] form of design
thrives on imagination and aims to open
up new perspectives on what is sometimes
called wicked problems, to create spaces for
discussion and debate about alternative ways
of being, and toinspire and encourage people’s
imaginations to flow freely. Design speculations
can act as a catalyst for collectively redefining
our relationship to reality.” (Dunne & Raby,
2013, p. 2)

Design fiction is another approach defined by
Sterling: "Design fiction is the deliberate use of
diegetic prototypes to suspend disbelief about
change.” (Sterling, 2013). Both speculative
design and design fiction borrow methods
from other fields to create things and ideas
utilized as, e.g., thought experiments and
fictional worlds (Dunne & Raby, 20I3; Sterling,
20I13). Enhancing the imagination with the
use of props is about people suspending their
disbelief willingly (Dunne & Raby, 20I3). The

Literature Review

use of methods can, therefore, support the
experience of imagining by targeting emotions.
Candy terms the difference between future
scenarios as represented and as experienced
as the ‘experiential gulf’: “/t is the difference
between how we imagine or expect something
to seem in advance, and what it’s actually like
being there.” (Candy, 2010, p. 73). He argues
that it is needed to narrow this gap and move
closer to the sense of actuality rather than
solely the sense of possibility.

In experience-centric services, Zomerdijk
and Voss recognized sensory design being
used by design oriented companies that
“[...] deliberately addressed customers’ five
senses to influence their emotions and their
experience.”(2010, p.74) throughthe customer
journey. This argues for the use of design, and
other experience methods being considered
when designing for services. Specifically, the
experience is related to the customer and can
be influenced by both the service provider
and external factors: “[..] the customer
experience construct is holistic in nature and
involves the customer’s cognitive, affective,
emotional, social and physical responses to
the retailer.” (Verhoef et al., 20089, p. 32). Pine
and Gilmore, argues that experience should
be memorably supported by the encounters
between the customer and the provider and
that engaging the five senses can support
the memorability (1998). Furthermore, when
remembering experiences, the brain often
thinks in images and words. Dreams are often
forgotten because the mental images created
are not put into words. By combining text
and words and using more components, the
brain strengthens its ability to remember
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and create memories (Lester, 20I13). Italian
physician and educator Maria Montessori
(1989) found that acting less as a teacher
and more as a facilitator and observer; the
students will learn through exercises, senses
and educate themselves through their own
efforts. This approach helped the students
to create their own impression of things, they
learned faster, gained more independence
and ownership of their learning and illustrated
the concept of multiple interpretations of the
same experience (Montessori, 1989).

Furthermore, Associate Professor Micah Murray
(Gordon, n.d.) explores Montessori’s approach
and how simultaneously use of multiple
senses interacts to perceive information. The
multidisciplinary use of senses assists the
brain in remembering specific memories more
efficiently. However, when conducting an
experiment where images and sounds were
combined, the feedback from the volunteers
varied. Some benefitted from the multiple uses
of senses, while others only focused on the task
and ignored all stimuli. These volunteers were
put at a disadvantage because they found
it challenging having too many focus points
and impressions at once (Gordon, n.d.). Design
can be used to stimulate people’s ability to
envision seen in amongst others design fiction
and speculative design, with the use of, e.g.,
visual design and props. Further, it can be used
asatooltoinfluencethe participant’semotions
and experience, and it can support memory
when learning. However, when stimulating
more senses at a time, the combination should
not overload the senses to avoid the message
not being received as intended. Examples
of similar Collaborative Envisioning Sessions are
examined in the next section.

Literature Review

3.1.2.

An example of using the design on a smaller
scale is the ‘Future Workshop,” an approach
developed by Jungk and Mullert during the
[970s proposing five phases for organizing and
conducting a workshop (Vidal, 2005). It makes
use of creative tools such as brainstorming,
roleplay, and picture stimulation. Here, the
participants are generating ideas about how
they want their future to be (Vidal, 2005).
The purpose is to assist the stimulation of
the participants in envisioning some of the
unknown when generating ideas.

Similar work

A well-known futures studies researcher
Jim Dator, who works with futures studies
in politics, developed the ‘Envisioning
Alternative Futures’ approach in 1993. The
approach was created based on the Future
Workshop that Dator criticizes for their choice
of arranging the Fantasy phase after the
Critique phase:

“I think it is a serious mistake to ask people
to engage in any kind of a preferred futures
envisioning exercise until they been challenged
to examine their own various ideas about future
first. This is where the futurist plays her most
important role: not of course in predicting the
future and telling the enthralled throng what
the future Will Be, but rather in structuring the
situation so that the participants themselves
are led to express, clarify, and modify their
own individual and consensual images of the
future.” (Dator, 1993, p. 4).

In the progress of Envisioning Alternative
Futures, Dator includes an external futurist to
present elements, trends, or components that
could affect the future, to the participants.
The participants have the opportunity to
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contribute with inputs and ideas, which will
ultimately create some alternative futures.
Afterward, people are divided into groups
and asked to work with one of the alternative
futures where each reflects by themselves
and afterward discusses how this future might
affect their everyday life, career, etc. (Dator,
(993).

Another project conducted in 2006 by Stuart
Candy, Jim Dator, Jake Dunagan from Hawaii
Research Center for Futures called “Hawaii
2050". It was an immersive Futures Workshop,
using experiential scenarios, to promote
a broadened sense of what the future
possibilities could be. To create an immersive
experience, four “futures room” were staged
in separate rooms using design thinking,
artifacts from the future, and experiential
scenario storytelling (Candy, 2006aq). In the
Hawaii 2050 case, the scenarios were only
used at this workshop and were not meant as
an ongoing offering.

The Future Workshop is not based on
any foresight approaches as a reference
framework to work from. In this case, design-
based methods and tools were used both
for the participants to imagine the future
and for them to generate ideas. The Future
Workshop and Envisioning Alternative Futures
differ from “Hawaii 2050” in the lower level
of design elements such as visual props and
materials created to support the participants
in envisioning. The “Hawaii 2050” workshop
constructed scenarios in a theatrical setting
supporting the immersive experience.

Literature Review

3.1.2.1. Boxing Future
Health and similar work

It is seen that design methods used for
translating the future scenarios created can
range from storytelling and simple design
objects to the DDC'’s version combining more
design tools and with increased complexity.
This is precisely the use of design to create an
immersive experience that the Boxing Future
Health has applied.

Dator’s and the Collaborative Futures
approach to working with envisioning and
the future contains many similarities to the
Collaborative Envisioning Session. However,
the Collaborative Envisioning Session presents
the alternative futures as future scenarios,
which has been developed in advanced
in cooperation with several futurists and
experts within the healthcare (Danish Design
Centre, 20I9a). Furthermore, the process is
focused on the user experience and letting
the participants form their impression of the
future in groups. Even though the scenarios
in Boxing Future Health are already created
based on concrete foresight material, the
representation is depicted in an abstract way
where the props in the scenarios are familiar
such as mirrors that represent a surveillance
society but used as a metaphor instead of
representing concrete representations. This
provides the opportunity for the participants
to create their own envisions and afterward
in facilitated discussions to collaboratively
envision the future scenarios.
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3.2

Exploring and Optimizing the Customer
Journey Through Service Design

Service design has arisen in response to the
change in the economic, social, and technical
trends (Reason et al., 2016). Pine and Gilmore
(1998) propose the progression of the economic
value from the extraction of commodities
to the making of goods to the delivery of
services, to the staging of experiences. This
is a shift in focus to not think of the product
or service as creating value but think of the
offered experience, whether a product or
service as the factor that creates value for
the customer. This leads to the social trend of
increase in customer expectations, causing
the need for organizations to increase the
customer experience and the expansion of
customized offerings (Reason et al., 2016). The
rapid technical development and continuous
development of new digital systems that both
create new opportunities but also create risks
of developing services that do not consider
people.

Service design can contribute to solving the
right problems by understanding the needs
of multiple stakeholders and thereby “[..J use
service design to improve the services that
they offer now and to develop whole new
value propositions, perhaps based on new
technology or new market development.”
(Stickdorn et al., 2018, p. I5). Service design
takes a holistic approach by amongst others
identifying all stakeholders and addressing
their needs (Stickdorn et al.,, 2018). One of
the tools used in service design to explore
the stakeholders’ movement through the
service is a customer journey. Exploring a
customer journey of new or existing services
can visualize experiences and show how a
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customer is interacting with the organization
in a sequence of steps and touchpoints
(Stickdorn et al., 2018). Customer journeys and
touchpoints “[...] can be a valuable tool for
improving customer experiences” (Zomerdijk
& Voss, p. 79) when designing from this
perspective.

A journey can be mapped with different levels
of scales and integrate different perspectives
and actors depending on the purpose.
Touchpoints are all the steps where the
customer interacts with the service provider
- service encounters, and all these service
encounters will affect the overall experience
(Clatworthy, 20Il; Stickdorn et al., 2018).

Customer journeys also make it possible to
explore the customer’s pains and gains of a
service experience with for example including
an emotional journey that can lead to a more
in-depth understanding of problems in the
journey (Stickdorn et al., 2018).

The journey can be used as a boundary object
to assist the communication of a process and
create a common language (Carlile, 2002;
Stickdorn et al., 2018). Boundary objects can
be particularly helpful when stakeholders with
different background are brought together
during the design process.

This can assist the service provider in the
pursuit of delivering the right experience for
the customers (Reason et al., 2016). A service
is relevant for customers to fulfill a perceived
need. These needs will vary at different points
in their experience throughout the customer
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journey (Reason et al., 2016). This highlights
the importance of the service provider to
understand their customers and their journey
and experiences in the movement through
the journey.

Service design takes a holistic view of the
service by exploring the stakeholders and
includingtheminthe process. Thiscanbeuseful
when exploring and optimizing a service as
different perspectives can be represented and
taken into account. This can also provide an
identification of different actor roles in terms
of, e.g., organization type or objectives. The
actor can e.g. be represented as a customer
group or group of employees (Stickdorn et al.,
2018).

Research Question:

There are many examples of using service
design to improve existing service offerings.
From the literature review conducted, we
have established that customer journeys
are embedded as a recognized method
used mainly in service design to analyze
and optimize a customer journey. We
have presented cases of how Collaborative
Envisioning Sessions can differentiate in how
designis used to support peoplein envisioning.
Also, how an existing workshop was optimized
with use of foresight. However, we have not
yet discovered much literature examining
how service design is used as the approach to
explore and optimize existing Collaborative
Envisioning Sessions specifically.

How might we use service design to explore
and optimize the customer journey of
collaborative envisioning sessions?

Literature Review
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4.1

Framework for the Design Process

Conducting a thesis within the realm of service
design and in the context of our problem
area, we have chosen the Double Diamond
(Design Council, 2007) as the framework to
structure our design process. The framework
proposes the four phases: Discover, Define,
Develop, and Deliver, as well as the discipline
of thinking divergent and convergent during
the process, which is illustrated in Figure 9.
Discover covers the beginning of the project.
In this phase, insights are gathered, and ques-
tions, hypotheses, or issues are explored. In
Define, insights are analyzed and synthesized
in order to develop a clear design brief that
frames the fundamental design challenge.
In the Develop phase, solutions are designed
through iterations of prototyping and testing
until they have become concrete products or
services. In the Deliver phase, the completed
service concept is finalized, produced, and
launched (Design Council, 2007). The Double
Diamond is depicted in a somewhat linear
process, which provides an advantage in com-
municating and visualizing the process during
this report in a simplified manner. However, in
reality, the design process is iterative meaning
that we perform activities that assist us in
adapting and moving forward in iterations
of diverging and converging (Stickdorn et al.,
2018). The Double Diamond does not provide

DISCOVER

DEFINE

Methodology

Figure 9: Double Diamond model.

O™

a step-by-step guide on how to conduct a
design process but provides method sugges-
tions for each phase. However, the selection
and application of methods vary, at least
from our early project experience, from one
project to another. Conducting design proje-
cts assist us in gaining experience as service
designers and strengthens our ability to apply
and adjust methods and tools for different
situations and purposes. Our approach to the
design process provided by the framework is
based on the service design principles pro-
vided by Stickdorn et al. (2018) that can also
influence the methods and tools applied
during the project:

“It is a human-centered, collaborative, interdisci-

plinary, iterative approach which uses research,
prototyping, and a set of easily understood
activities and visualization tools to create and
orchestrate experiences that meet the needs of
the business, the user, and other stakeholders.”
(Stickdorn et al., 2018, p. 27)

It reflects some of the research progress within
the field of service design such as the inclu-
sion of a broader perspective on cross-disci-
plinary stakeholders as collaborators in the
design process which we perceive essential in
a service design project.

DEVELOP DELIVER
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4.2

Research Approach

Qualitative research has been conducted
during the process to address the research
question and problem statement. “Qualita-
tive research is an approach for exploring and
understanding the meaning individuals or
groups ascribe to a social or human problem.”
(Creswell, 2014, p. 32).

Service design research can use both quanti-
tative and qualitative methods but tends to
fall mostly into the qualitative category (Stick-
dorn et al., 2018) due to the human-centered
focus of getting a deep understanding of the
participants’ behavior and motivation. On the
other hand, qualitative methods should not
be perceived as rigid and distinct categories
or seen as the contradictory to quantitative
methods (Creswell, 2014). A tendency to focus
on the differences between the qualitative
and quantitative philosophies rather than
on the similarities is pointed out by Bjerner
(2015¢). He further describes both methods as
producing and describing data while specula-
ting on the reasoning behind the outcome.
However, the format of the data can be dif-
ferent because qualitative methods are often
framed in words or visuals, and quantitative
methods often framed in numbers. The consi-
derationof primarily using qualitative methods
is to obtain insights about people’s motivation
and needs. However, when gathering data for
a customer journey, Reason et al. (2016) emp-
hasizes the value mixing the qualitative and
quantitative approach for combining market
facts with insights and understanding custo-
mer behavior. The qualitative methods can
identify different perceptions, acts, beliefs,
attitudes, cultures, and lifestyles. Overall,
it can cover what, how, and why questions

Methodology
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(Bjgrner, 20I15c¢). It can assist us in exploring
the participants experience through the Col-
laborative Envisioning Session journey and
to focus on examining a specific question or
topic more in-depth in the participants own
words and self-evaluation (Bjerner, 2015c). A
weakness of qualitative methods, which we
should be aware of during our research acti-
vities, are biases. A consideration is that one
of the group members previously interned at
the DDC and which biases can influence the
process (Creswell, 2014).
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4.3

Project Milestones

At the beginning of the project process,
we clarified our joint expectations and
aims of this thesis (see Learning Objec-
tives). To specify how to achieve these
objectives, the group developed a time-
line of the complete design process with
important milestones. The timeline also
presents an overview of the different
phases of our design process. The time-
line of the thesis process is visualized in
Figure IO.

Methodology

O™
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Figure 1O: Timeline with milestones of the thesis process
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In the following chapters, we will present an
analytical description of the design process.
The analytical description is represented in
four chapters according to the four phases of
the Double Diamond, presented in the previous
chapter.Eachchapterwillcontainadescription,
purpose, and reflection of the methods chosen
as well as our findings and insights.

Discover Chapter 5
Define Chapter 6
Develop Chapter 7
Deliver Chapter 8
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o.1

Research Activities

O™

Figure Il shows the research activities and
demonstrates an overview in a timeline of
our collection of empirical data. The research
activities are divided into desk research, for
getting an understanding of the field, and
field research covering conducted meetings,

interviews, and observations.

18.01.2019

Desk Research

Knowledge
exchange
meeting with the
DDC

Observation of a
Collaborative
Envisioning
Session

30.01.2019

Knowledge
exchange
meeting with the
DDC

21.02.2019

Knowledge
exchange
meeting with the
DDC

Figure II: Timeline of our research activities

Discover

13.03.2019

Knowledge
exchange
meeting with the
DDC

25.03.2019

Semi-structured
interview with
Molecule

28.03.2019

Semi-structured
interview with
ucc

29.03.2019

Semi-structured
interview with
ucc

Semi-structured
interview with
ucc
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Desk Research

Desk research has been conducted throug-
hout our thesis process. From the beginning,
we had already acquired some knowledge
about the Danish Design Centre (DDC) and
Boxing Future Health due to the previous
internship.

5.2.1. Boxing Future Health’s
current evaluation method

Examining how the DDC is currently managing
their projects and operations, it was found
that a customer post-rating evaluation is used
on all the DDC's platforms.

The specific post-rating system used is a Net
Promoter Score (NPS), stemming from Fred
Reichheld’s article in 2003. An NPS is a self-
reported metric that measures the customer’s
loyalty primarily based on the question: “How
likely is it that you would recommend this to
a friend or colleague?”. The respondents
can rate between O (not at all likely to) to
IO (extremely likely to) (Tullis & Albert, 2013).
These ratings are then divided into the
categories of Detractors (O-6), Passives (7-8)
and Promoters (9-10), as shown in Figure (2.
The NPS is calculated as follows, resulting in
an integer score between -|00 to +I00:

MR it T

Detractors

Passives Promoters

Figure I2: The Net Promoter Score division of respondent rates:
detractors, passives, and promoters. Adapted from PeoplePulse.

Discover
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(Number of Promoters - Number of Detractors)
/ (Number of Respondents) x IOO

The DDC sends out the NPS to the participants
approximately a week after the conducted
sessions. Besides the rating, the respondents
are asked a question depending on their
rating:

 Promoters: “What is the reason for your
positive assessment?”

» Passively satisfied: “What does it take for
you to answer [O?”

o Detractors: “What can we do to obtain a
better assessment?”

The DDC provided access to seven of the
NPS's conducted for the DDC’s Collaborative
Envisioning Session of Touch the Future. By
structuring the data, we found that the NPS was
sent to a total of 147 participants with a response
rate of 478, shown in Figure [3.

53%

47%

Answered the
Did not answer NPS

the NPS

Figure 13: The response rate of the NPS’s received
based on a total of 147 potential respondents
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Figure 14: Average score of seven organizations’ NPS
responses

Further, the calculated score is 48 out of a
potential score between -IOO to +IOO, as
shown in Figure 4. So what can the score
be used for? The DDC can e.g. assess it in
comparison with other service offerings
on their platforms. Relationwise, a Danish
company working with NPS propose as a rule
of thumb that an NPS between -IO0O-0 is bad,
O-50 is good and above 50 excellent (2019).

The additional NPS questions provides
responses of what the respondents liked or
what could be improved. Examining these
responses, we identified the limitation of not
being able to follow up with additional ques-
tions, and it quickly led to interpretation and
assumptions.

An example of a response is: “Utilizing more
background knowledge about the four sce-
narios.” This comment can from our perspe-
ctive be interpreted in at least two ways: the
respondent requests more background know-
ledge about the creation of the four scena-
rios, or more knowledge about the scenarios
in general, and therefore both viewpoints will
be taken into account. Another response is:
“Does not know the premise for the assign-
ment.” This comment can be interpreted as
both the assignments the participants were
asked to do during the Collaborative Envi-
sioning Session or the session itself. There-
fore both perspectives can be considered as
potential guidelines for improvement of the
Collaborative Envisioning Session. The NPS

Discover

score and responses indicated in an early
stage that in general, that the participants
of the Collaboration Envisioning Session were
delighted with the experience. However, the
responses could be used to assist in what to
explore further.
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9.3

Field Research

Thefollowing sectiondescribes the field research
conducted through knowledge exchange
meetings with the Danish Design Centre (DDC),
an observation, and semi-structured interviews
with previous participants of the Collaborative
Envisioning Session. These activities initiated
the group in uncovering some pains and gains
of the DDC'’s Collaborative Envisioning Session,
which were examined and further used in the
Define phase.

5.3.1. Knowledge
exchange meetings

Through our process, we had four one-hour
meetings with Sara Gry Strigler and Anne
Danielsen at the DDC. The meetings functioned
as a combination of interview, feedback,
reflections, considerations, and guidance, which
is the reason we refer to them as knowledge
exchange meetings. The value exchange of
these meetings is shown in Figure 15.

Before each meeting, we sent a mail with an
agenda and update to let them know where
in the process we were and what we needed to

O™

discuss during the upcoming meeting. Some
of the essential points are described below.

5.3.1.1.

Throughout the project, these meetings
provided us with relevant knowledge and
a view on our process and relevance of
focus area from the DDC’s perspective. The
activities in the Collaborative Envisioning
Session are standardized but are, to some
degree, customized for each organization.
The Collaborative Envisioning Sessions have,
in general, been held in two versions: one
where employees from different organizations
participate together and another where
the participants are all from the same
organization.

Findings

We learned how important it is for the DDC
that Boxing Future Health is creating growth
within Danish organizations. For the DDC, it
is not only about selling but about teaching
organizations to think different and prepare
them for the future. Currently, the DDC'’s
most selling workshop is ‘Touch the Future’
(Collaborative Envisioning Session), but the

Guidance
Feedback .
I ANSWErs Interview Quest; on .

DeSign Cen'tl’e — 5 Reflections «——

Anne Danielsen and
Sara Gry Striegler

~—

Insights

students

Ida, Josefine and Sara

- —

Figure 15: The value exchange between the group and the Danish Design Centre during the knowledge exchange meetings

Discover

42 /143



goal is to get more organizations through the
innovation course ‘Create the Future’because
they know that the organizations can get
much further and become more concrete in
their strategic work with the future scenarios.

5.3.2. Non-participant
observation

At the beginning of the process, we had the
opportunity to conduct an observation of a
Collaborative Envisioning Session at the DDC.
It was arranged during a knowledge exchange
meeting at the DDC the morning of January
31, 2019. The group was offered to observe a
Collaborative Envisioning Session scheduled
to take place at the DDC from 3 PM to 6 PM the
same day.

The observation conducted was a non-
participant observation, which means that we,
as the observers, did not participate actively
in the Collaborative Envisioning Session and
did not interact with the participants. Belk
et al. and Herbert argue that the strength
of observations lies in the capturing and
understanding the gap between what people
do and what they say they do (as cited in
Groes, 2015, p. 177). In interviews, Groes
argues that participants often recount their
behavior in an idealized way, how things
ought to be, leaving out the exceptions, and
the negotiations, which is part of human
behavior (2015). This can provide insight into
values, motivations, and aspirations behind
the actual behavior. The observation can, on
the other hand, include more social context
observing participants’ interactions during
activities (Creswell, 2014; Groes, 20I5).

Discover

5.3.2.'.

Due to the fast arrangement, the specifics
about our behavior and presence during the
observation was not explicitly agreed upon.
We, therefore, placed ourselves at a couch
section close to the scenario cylinders but
at a distance from the section where the
presentations took place. Considering that
the observation was conducted early in the
process, the primary purpose was to observe
the participants engaging in the activities
and their reactions. During the session, we
took notes of our observation to be able to
recall what happened. We acted as “invisible”
and natural as possible, so the participants
would not feel uncomfortable or monitored.
A limitation of the observation was situations
when people spoke in a low voice during the
presentations and the group exercises, which
sometimes made it difficult to hear what was
being said. During the scenario experience,
we had the opportunity to observe how
people reacted before and after entering
the cylinders and in one scenario also during.
It provided insight about the journey, what
the participants are going through, and how
they can respond individually to the same
experience.

Ourrole

5.3.2.2.

The participants took many pictures of the
food station and the cylinders, which we
interpreted as a positive reaction to the
elements. One of the scenarios require the
participants to take off their shoes, which
was observed, for some participants, to be
uncomfortable as they hesitated, and one
even kept his shoes on. The participants were
from another Scandinavian country, and we
noticed a confusion what language the DDC
should use during the presentation. After an
inquiry from the participants, the DDC shifted
from speaking Danish to English, but later it
was observed that they shuffled between the
languages.

Findings
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5.3.3.

In the preliminary work, described in the
Case section, we created the first version
of the Collaborative Envisioning Session
journey. Through the conducted research,
some inconsistencies were recognized in the
preliminary version of the journey. In order to
prepare relevant questions for the interviews,
we, therefore, found it relevant to revise the
journey map. During this process, the actors
and touchpoints were explored. The steps
from the preliminary journey were used,
shown in Figure 7 and Appendix 5, which we
placed on the wall with large post-its. The
process, shown in Figure 16, made it possible
to eliminate and quickly replace steps in the
journey.

Journey visualization

The mapping of the journey assisted us in
identifying different actor roles:

« The facilitator, who are the employees at
the Boxing Future Health
o Primary facilitator: organizer
o Co-facilitator
» The coordinator, who participates in
coordinating the Collaborative Envisioning
Session with the DDC facilitators (can also
be a participant)
» The participants, who will attend the
Collaborative Envisioning Session

The mapping assisted us in the basic structure
of the coordinator and participant journeys,

Figure 16: Process of mapping the journey using post-its
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and it created a common language internally
in our group, making it easier to communicate
about the journey. The journey is seenin Figure
I7, and a larger version is found in Appendix 5.

After the journey was adjusted, we evaluated
it during a knowledge exchange meeting with
the DDC and asked if they had any additions.
They validated the journey and commented
that it was a great overview and something
they could use during meetings with new
customers. This could become an additional
touchpoint for our development of optimizing
the Collaborative Envisioning Session journey
that we could take further.

In order to create a customer journey from
this mapping, we wanted to get access to
former participants, who had engaged in the
Collaborative Envisioning Sessions. This was
done through interview sessions, which will be
elaborated in the next section.

Touch the Future

First contact be- Meet with the Worksh
Invitation to i “ Experience the - Matrix Discussion/ forkshop
tweenco/org. I DDC and org. Playbook Bspcratonty e Presentation el el e b ; over Clean up NPS sent off
and the DDC workshop workshop stations’ scenarios exercise come exercise questions )
t

~approve invtation
-Send oparticpants

two questions

Figure I7: Visualization of the journey map
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5.3.4.

Foridentifying and getting an understanding of
the participants’ experience of the Collabora-
tive Envisioning Session, we found it necessary
to conduct interviews with people who had par-
ticipated in the session. The interviews should
assist us in identifying steps, pains, gains, and
touchpoints in the journey based on the parti-
cipants’ experience that could provide insights
for the further process.

Interviews

5.3.4.1. Participant selection

Since the summer of 2018, the DDC’s Collabo-
rative Envisioning Session has been conduc-
ted nine times. Some of the sessions were held
with participants from different organizations
and others with participants from the same
organization. Our group member, who inter-
ned at the DDC, knew which particular organi-
zations had participated in the Collaborative
Envisioning Sessions. However, we had to get
access to the participants through Sara Gry
Striegler due to the DDC’s confidentiality and
data sharing policies.

During a knowledge exchange meeting,
we discussed what organizations would be
relevantfortheinterviews. Ourambitionwasto
get access to participants of the Collaborative
Envisioning Sessions. Furthermore, we sought
participants who had recently participated
as it might be difficult for them to remember
something that took place for four hours, six
months ago. Also, we found it suitable with 2-4
organizations, both public and private and
2-3 people from each organization.

5.3.4.2.

Sara Gry Striegler established contact with
two organizations. The first organization,
University College Copenhagen (UCC), is a
public organization that works with healthcare

Participants
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educations, from where we got access to three
interview participants. They had participated
in the innovation course ‘Create the Future,’
consisting of four workshops, where the second
workshop was similar to the Collaborative
Envisioning Session (see the journey of
‘Create the Future’in Appendix [). The three
participants had different roles. One, had the
role of both a coordinator, taking part in the
planning before the session, and the role as a
participant during the session. The two other
we interviewed from this organization had the
role of participants.

The other organization, is the private company
Molecule Consultancy, a consultancy for
pharma companies, where we got one inter-
view with the coordinator. The Collaborative
Envisioning Session she participated in was
different from the regular one as the partici-
pants were Molecule’s clients coming from dif-
ferent companies, and the session functioned
as a “morning meeting.” The interview partici-
pants are seen in Figure 8.

Molecule Consultancy @ @ @
Charlotte Tauber O

University College Copenhagen
Grisja Vorre Stremstad
Ooe

Director and Partner
Co-coordinator

University College Copenhagen
Louise Dupont Heidemann

Leader of Nursing education
Participant

University College Copenhagen
Katrine Hornum-Stenz

/\)

Executive consultant
Co-coordinator

Head of Therapist & midwife education
Participant

Figure 18: Visualization of the four interview participants
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Three out of the four interviewees we got
access to had participated in the long process
‘Create the Future’. Therefore we had to con-
sider our problem statement and research
question, which is based on the Collaborative
Envisioning Session. Since the three partici-
pants had been through a Collaborative Envi-
sioning Session as part of the long process,
we still found our problem statement and
research question relevant. However, we saw a
challenge for the interviews where we should
take into account to distinguish the sessions
from each other.

5.3.4.3.

We conducted the interviews on March 25,
28, and two 29, 2019, lasting around 1,5 hours
each. Our goal with the interviews was to
explore the participant’s experience of the
Collaborative Envisioning Session. We spend a
great amount of time to discuss and consider
what the interview should contain and what
we wanted to get out of it. The interview
method was chosen as a semi-structured

Interview method

people with particular knowledge involved in
a special event or questions about a specific
topic, which was the case (Bjarner, 20I15b).
A semi-structured interview could provide
us with a guideline but also make it possible
to be flexible during the interview (Bjerner,
20I15b). This was found particularly helpful
since their experiences and focus could be
different depending on the participant. We
had in mind that the questions should not be
leading and thereby affecting their answers
as little as possible.

We chose to audio record all the interviews.
By audio recording it could limit distractions
from digital note taking and avoid focus away
from the interview and to make sure we got
everything as objectively as possible, as biases
can influence the interpretation of situations
during an interview. This choice also assisted
our later work as we could go back and use
exact quotes.

5.3.4.4. Structure of the interviews

in-depth interview. In-depth is especially The interview session was divided into three
suited to situations where you interview parts, as seen in Figure 19:
Part | Part 2

15 minutes

L 1
F T

I hour

15 minutes

Figure 19: The three parts of the interview session
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Part | - Three simple questions

The first part was chosen to explore what the
participants could remember. We started by
asking three simple questions: () something
they found impressive, (2) something they
wondered about, (3) something that was off. It
was presented on a paper with the words:
“WOW,” “2" and “ARGH!.” The questions were
presented to the participants, as shown in
Figure 19, part I.

Part 2 « Customer journey as a tool

The second part of the interview was about
exploring and identifying the participants’
journey of the Collaborative Envisioning
Session.

A customer journey can be used and
developed in different ways. Some map the
customer journey with the participants and
the advantage is that it can lead to expansion
of the journey, the addition of new touchpoints
and relevant actors that are not expected to
be a part of the journey. The journey will, in this
case, be open for discussion and does not risk
becoming a product of our limited outlook and
biased interpretation (Groes, 2015). Mapping
the customerjourney with the participants was

considered because we found it relevant to see
and hear what the participants remembered
from the Collaborative Envisioning Session.
However, we chose to use a predefined
journey to provide the same framework for
all the interviews and make sure that we had
time to go through the whole process.

Therefore we used the journey previously
mapped and added an emotional journey
as a tool during the interviews. The current
journey is based on gained knowledge and our
assumptions of how the participants’ journey
through the Collaborative Envisioning Sessions
occur but primarily based on what happens
from the DDC’s perspective. We used the
customerjourneyasatoolduringtheinterviews
to provide more detailed information about
the participant’s experience and the different
touchpoints they encounter (Groes, 20I5).

The journey map was printed on two A3’s and
is shown in Figure 20. Further, we created
stickers with touchpoint icons (see Figure 2I)
for the participants to place on the journey
map during the session, to assist in identifying
touchpoints and their associated experience.
We asked the participants to assess their

s . Endng 10-Evluton Step 2/3

Number of hours:

Figure 20: Journey map with emotional journey used during the interviews
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Figure 2I: Pictures during the interviews




emotional condition on a scale from -2 to
+2 illustrated with smiley icons (see Figure
21 and Figure 22). The reason for adding the
emotional aspect to the journey was to be
able to ask and specify the reason for their
emotional status (Stickdorn et al., 2018).

Part 3 - idea generation

For the last part of the interview we had
prepared a small idea generation activity
where we asked the participants for ideas
or improvements for the Collaborative
Envisioning Session, with the question: Do
you have suggestions for opportunities or
changes to the workshop? The questions were
presented, as shown in Figure 19, part 3.

5.3.4.5.

Besides the coordinator and participant roles
described in Journey visualization, the role of
the decision maker was identified during the
interviews. The decision maker is the customer
who has the mandate to determine whether
or not the organization can participate in a
Collaborative Envisioning Session.

Findings

The results from the emotional journeys are
shown collectively in Figure 22; the emotional

condition of satisfaction assessed was all
quite high. Few of the emotional conditions
were placed a little lower than the average,
and the interviewees’ confirmed it was due
to lack of memory of the step. The majority
of the steps forgotten concerned the group
exercise and the exit poll.

During part 2, the interviewee was also asked
to place touchpoint stickers while reviewing
the steps of the customer journey. The inter-
viewee's seemed excited about the stickers
when introducing them, which, according to
them, helped ‘set the scene’ and illustrated
effort from our side.

®

Figure 22: Emotional journeys of the Collaborative Envisioning Session conducted by former participants
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5.3.5. Examining the research

To gain an overview of the research we used
the journey map created for the interviews,
and framed the information into four columns:
“before,” “during,” “after,” and “process” in a
shared excel sheet. This was done for the findings
from the observation, knowledge exchange
meetings, Net Promoter Score evaluations, and
interviews. The purpose of this approach was to
assemble all the collected information in one
framework to find patterns and similarities.

The first step to analyze the data from the
interviewswastotranscribethe audiorecordings,
which was done shortly after the interviews were
conducted. We did this to make sure we were not
only basing the findings on personal recollection
and interpretation to avoid the risk of biased
results. This is also important to improve the
validity of these results (Bjerner, 2015a). We
ended up with six hours of audio recordings,
which we divided between the group members
and each transcribed their appointed audio
recordings. Some of the interviews were fully
transcribed, and some were transcribed based
on relevant themes and statements due to time
limitations. After the transcription process, we
each added quotes from the interviews in the
shared excel sheet, seen in Figure 23.

Since we had each transcribed different
interviews, we decided to present the themes
and related quotes to each other in a download
session where key information was shared in the
group by presenting verbally and visually on
post-its (IDEO, 20I5).

Discover

g

Figure 23: Excel sheet containing the gathered data
collected during the Discover phase
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5.3.6.

The following key findings are presented
according to the Collaborative Envisioning
Session journeys phases of what happens
before, during, and after.

Key findings

5.3.6.1.

The main finding related to the Before phase
was internal and external factors that could
influence an organization’s decision to parti-
cipate in a Collaborative Envisioning Session.

Before

The DDC prefers organizations choosing the
longer process ‘Create the Future’ as they
recognize a higher chance of impact for the
organization compared to only participating
in the Collaborative Envisioning Session.

One of the challenges is the heavy level of
innovation and long horizon compared to
what the organizations are usually working with
(Danielsen, |, Appendix 3). Another challenge
related to the decision of participating is time,
money, and outcome of the Collaborative
Envisioning Session. Time is related to
prioritization as the employees already have
daily tasks to perform, and also it can be
challenging to coordinate a time slot where
everybody is available to participate in a
Collaborative Envisioning Session. For the
managers, there is a focus on budgets that
will be planned for at least a year (Tauber,
Appendix 3). If the organizations should
continue the work, it will require more time
for the organization besides the hours spend
during the Collaborative Envisioning Session.

The external factors found that could influ-
ence the decision is the legislation and rules,
which can be an obstacle for organization
changes. In addition, the multiple stakehol-
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ders in the healthcare and the politicians with
diverse and sometimes contradictory opini-
ons of the healthcare direction create further
challenges to make changes in the industry
(Hornum-Stenz, Appendix 3).
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5.3.6.2. During

For the During phase, the findings are related
to the participant’s well-being during the
session influenced by the physical setting,
guidance, and attitude of the facilitators. Also,
the possibilities of structuring and optimizing
the ending of the Collaborative Envisioning
Session was found.

One of the factors that can influence the par-
ticipant experience is the conditions of the
Collaborative Envisioning Session. With con-
ditions, we refer to the setting, the facilitator’s
body language, and the practical guidance
between the activities that should all support
a pleasant atmosphere and smooth experi-
ence. An example from one of the interviews
was the case of breaks during the Collabora-
tive Envisioning Session. The tight schedule
sometimes caused delays, which decreased
the planned breaks. Additionally, the facili-
tator verbally expressed that it was time for
a break, but her body language signaled the
opposite by continuing performing practical
tasks, and the participant was unsure if she
should continue working. This might be per-
ceived as a small issue; however, it can result
in lack of motivation and concentration.

As mentioned previously, an issue with the
language used for presentations and mate-
rials during the Collaborative Envisioning
Session was discovered. During the obser-
vation, the participants were from another
Scandinavian country, and it was noticed
that there was confusion about what langu-
age to speak, shifting between Danish and
English. Later during a knowledge exchange
meeting, we were told that there had been
negative comments about the language con-
fusion. However, during the planning meeting
between the coordinator and the DDC, they
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had discussed what language to speak, which
was not a concern for the coordinator but
found as a nuisance for some participants.

The physical materials provided during the
Collaborative Envisioning Session received
positive feedback from the interview parti-
cipants. They appreciated that the materi-
als were physical and not created as digital
interfaces they had to interact with. They had
all saved the materials provided but had not
looked at it since they participated.

Another result of the tight schedule is that
the ending of the Collaborative Envisioning
Session causes the exit poll discussion, being
the last activity, to end abruptly. In addition,
a staged ending is not a fixed part of the
Collaborative Envisioning Session, and the
last announcement from the facilitator is: “/f
you are curious about learning more, then
please contact us.” (Danielsen and Winther,
Appendix 3)

In general, the facilitation during a Collabora-
tive Envisioning Session is extremely important
as it will influence the participant’s engage-
ment and interaction with each other. In the
Collaborative Envisioning Session, the inte-
raction and active participation is a crucial
element since this is the activity that enables
them to discuss, challenge each other, and
create a common language and understan-
ding. The facilitation of the Collaborative
Envisioning Sessions has been highly appra-
ised among the former participants, amongst
others in the facilitator’s pedagogical ability
to present and interact with the participants.
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5.3.6.3. After

We found challenges in the After phase, such
as participants having difficulties disseminate
what they had experienced. The DDC regards
the Collaborative Envisioning Sessions as a step
towards continuing a design-led innovation
process either in collaboration with the DDC or
by themselves.

The DDC recognizes the potential in the phase
after the workshop of engaging the organiza-
tions to use it and the possibility of the DDC
extending their role in the subsequent phase,
e.d., moving the participating organizations
from ‘Touch the Future’ (Collaborative Envisi-
oning Session) into the extended innovation
process ‘Create the Future’ (Sara Gry Striegler,
[, Appendix 3). So far, organizations that have
participated in a Collaborative Envisioning
Session have not extended the process by
participating in ‘Create the Future'.

One of the interviewees had participated
in a Collaborative Envisioning Session three
months ago and said that the memorable
experience was now fading out and added
that if the newly gained knowledge is not
maintained it will easily be forgotten (Tauber,
Appendix 3). The participants are busy
with their regular tasks, and therefore, it is
important to establish a “sense of urgency”
for the participating organization. This could
be an opportunity for the DDC to remind them
of the experience in order to nudge them to
continue or begin the work.

During the Collaborative Envisioning Session,
the participants receive information about
Boxing Future Health verbally and in writing.
However, an issue that was mentioned
frequently was dissemination. The participants
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found it difficult to express to other people
what they had experienced during the
Collaborative Envisioning Session. Especially
one explained that she had iteratively spent
time on creating her own narrative of the
experience to be able to communicate it to
other people. Spending time on this indicates
a sign of motivation and engagement. Since
the knowledge and insights obtained during
the Collaborative Envisioning Session is
relevant for employees in the organization,
who did not participate, it is essential that
the information is further communicated.
Therefore, the challenge of disseminating is
crucial for continuing working with it.
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0.4

Preliminary Reflections on the Research Question

During the Discover phase, the qualitative
methods; observation and interview were
used to a larger extent than the quantitative,
which only consisted of the evaluation survey
NPS. The NPS was useful for the further
process of qualitative methods. The mixed-
use provided a stronger validation of the data
that showed similar patterns. It provided more
research insights to support the iteration
of the customer journey in becoming less
assumption-based.

The visualized journey used contained
illustrations of the steps and descriptive titles
to support the tool. As a boundary object, it
was used internally by the group, between the
Danish Design Centre (DDC) and the group
and between the interview participants and
the group. The boundary object supported
in all cases a common language and thereby
simplifying the communication. The journey
also helped us to refresh the participants’
memories of activities that enabled them
to recall experiences and situations (Alsted,
20I15).

The map was also helpful for structuring and
preparing the interview questions as the
questions could be organized for the three
phases, and according to the steps. The
participants could follow the journey during
the interview and could work as an indicator
of where in the process we were.

An emotional journey and touchpoint stickers
were prepared as a way for the participants
to interact with the map while providing
insights into the experience. However, we
sometimes forgot to remind the participants
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to place the stickers, which might have caused
a lack of insight for some touchpoints. Also,
the emotional journey points were in some
cases placed at the end of the interview, and
thereby, we were not able to follow up with
elaborating questions of why.
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In the Define chapter, the research fro
gathered in order to define the project d
allowedustogainanoverview and structur
and minor issues or corrections, which co
applied in the customer journey of the
Session.

Additionally, we will elaborate on the target
who are involved in the Boxing Future Healt
Session. At the end of this phase, we should

and the needs and expectations o



Themes
O

After the download session where we collected
the findings on post-its, described in the
previous Discover chapter, we categorized
the post-its in two themes; Enable/Empower
and Experience, which concerns improving
and optimizing the Collaborative Envisioning
Session.

Enable/Empower: The participants should, to
some degree, be able to continue the process
of working with the future.

Experience: The participants’ experience
during the session is related to the facilitation
conditions and concerns how the Danish Design
Centre (DDC) is going to continuously improve
the overall experience of the Collaborative
Envisioning Session journey. These are primarily
based on minor tangible issues of the
Collaborative Envisioning Session identified
during the Discover phase.

The identified insights are illustrated in Figure
24.

Define

6.1
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scenarios and the experience
to other people due to the
abstract macro scenarios.

Interest in implementing the
learning from the Collaborative
Envisioning Session into the
rest of their organization by
themselves, but challenged.
Opportunity for the DDC to
extent the process with Create

Challenge of disseminating
and describing the future

Schedule breaks, comply with
them, separate workshop
space and break space, and
express them clearly, to avoid
lack of engagement and
motivation.

Establish a purpose and objectives
for participating to frame a common
purpose. Opportunity for the DDC

to follow-up on the participating
organization after the Collaborative
Envisioning Session and to affect the

the Future.

outcome and impact.

-

Disseminating
the experience

Working with

the future

Sense of
urgency

Opportunity for the
DDC of motivating the
participants by identifying
their sense of urgency
and communicate it
throughout the session e.g.
with relevant example to
concretize it.

Figure 24: lllustration of the two themes

Define

Arriving

Purpose and
outcome

Methods
and tools

Data
collection

Arriving and finding the DDC
can result in the participants
being stressed when beginning
the session, being late, perhaps
miss some of the activities, and
thereby affect the participant’s
overall experience.

_.-~" Opportunity of gather
and save data from
the Collaborative
Envisioning Sessions.
Challenge of time
and methods to track
and upload the data
manually.

Adapt methods and tools
from the Collaborative
Envisioning Session for

participating organizations
to use further. Opportunity

for the DDC of support in
using the tools properly

with instructions and

guidelines.
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6.2

People, We Are Designing For

A stakeholder map is shown in Figure 25 (see
next page). Stakeholders can be described
as groups of individuals who could be
involved both direct or indirect, e.g., users
or communities, and has the power to
influence, or is influenced by the stakeholders
one is engaging with (Dam & Siang, 20I9;
Newcombe, 2003). A stakeholder map is a
visualization of the stakeholders put into a
map or system which is developed according
to specific prioritizations (Stickdorn et al.,
2018). Furthermore, we have illustrated the
information flow from the participants to the
rest of the organization they are working in,
and finally who the organization can affect.

The stakeholder map is structured within
three levels, “Primary,” “Secondary” and
“Indirectly Affected” in order to differentiate
the importance of the influential stakeholders.
The center of the stakeholder map holds the
DDC’'s Collaborative Envisioning Session.
The “Primary” category represents the
participants of the DDC's Collaborative
Envisioning Session, whom are generally
leaders and managers in organizations
operating in the healthcare. The “Secondary”
category contains the rest of the organization
who will have to know about the Collaborative
Envisioning Session from their leaders and
managers. The “Indirectly Affected” category
represents the stakeholders who are not
directly interfering with or influencing the
Collaborative Envisioning Session. It involves
people and organizations who have not
participated or worked on any projects that
originated from it. However, their workplace or

Define

O™

job position can still be affected by any of the
previously mentioned. The service is targeted
towards organizations (B2B) that are operating
within the healthcare industry (Danish Design
Centre, 20I19c¢), such as hospitals, educations
within health care, and medicine. All these
organizations have their own target group and
end users, such as patients and relatives, which
can also be affected by the Collaborative
Envisioning Session. So even though the DDC
targets specific participants when organizing
the session, it still affects multiple individuals
or citizens.

The people participating in the Collaborative
Envisioning Session are there in a work context,
as employees. The context of the experience
and the value might, therefore, differ from
their role as private people. However, since it
is the same person, emotions of experiences
can remain the same. A difference might be
seen in the phase after what motivates the
employee to continue the work, affected by
colleagues, the management, resources, and
organizational culture. The DDC aims at invit-
ing leaders and managers who have a certain
level of influence and determination within
the organization, which can be referred to
as C-level operators. The reason behind that
decision is that the DDC finds that the most
efficient way to implement changes in an
organization is through the C-level operators
(Danielsen,l, appendix 3). Therefore by partici-
pating in the DDC’s Collaborative Envisioning
Session, the C-level operators have the power
to create organizational change.
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Patients
the
Government
Relatives
the Ministry
of Health
Figure 25: Stakeholder map
Define
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6.2.1. Customer profiles

Based on insights from the former intern’s
observations and knowledge exchange
meetings with the DDC, we have collected
knowledge about the people who are often
in contact with the Collaborative Envisioning
Session. The DDC offers the Collaborative
Envisioning Session to all Danish organizations,
with the general characteristics:

e Public and private organizations

e C-level operators

e Men and women between 33-55 years old
* Mostly operating within healthcare

Certain characteristics are also found in
customers’ behavior. These features are
presented in three customer profiles, seen in
Figure 26, which can provide an impression
of the behavioral characteristics of the
customers:

Define

The Decision Maker

@ Job Position

e Top manager in an organization

. Skills

e Accustomed to thinking ahead
® Has a clear overview
® Disseminating important information

@ Work Pattern

© 808 of working task consists of meetings
® Takes full responsibility for major decisions
© Often not present at the office

The Coordinator

Job Position

© Works to assist the Decision Maker

Skills

© Takes full responsibility for major decisions
©Has a clear overview
.

Able to have a lot on one’s plate

@ Work Pattern

© 80¢ of working task consists of meetings

* Have long working days

© Often not present at the office

© Check the employees’ calendars frequently

The Participant

Job Position

Manager in a department

{op skills

Disseminating important information
£ Work Pattern

Works concrete to achieve goals

502 of working task consists of meetings
Responsible for minor decisions

Gains new knowledge through lectures
and traditional presentations

Figure 26: Three customer profiles
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6.3
Customer Journey

O™

Based on the findings in the Discover phase,
we have revised the customer journey and
further added the different customer profiles,
with touchpoints, and new steps. The customer
journey is shown in Figure 27. It was decided to
only show the journey of the participant and
the coordinator since the coordinator, and
the decision maker in many cases is the same
person. However, whenever the coordinator is
interacting with the decision maker, it will be
mentioned in the specific steps. The customer
journey is divided into before, during, and
after the Collaborative Envisioning Session.

& The decision maker

@ Facetoface
@ Email
@ rhone (calling)
BEFORE AFTER
0 2
Awarenass Invitation s —
S e e D &2 4+ & [

the Group Exit poll Sumup Session ends
scenarios exercise exercise
wdscuson  dontveteonthe  don dicussion Gonshome (]
ot

Participant

ooooooooooo

Approval  Prepe
Vest

oo e e e e e

Figure 27: Customer journey of the participants and coordinator
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6.4

Alternative After-phases

After studying the participants’ customer
journeys and its values from different per-
spectives, the group decided to focus on the
participant’s further actions after the Collabo-
rative Envisioning Session, which we suggest
could end in three alternative paths we have
named after-phases, seen in Figure 28.

After-phase #I: “It was a fun day out of the
office, but afterward, nothing happened.”
The initial after-phase is when the Collabo-
rative Envisioning Session is compared to an
event or a conference. It is an inspiring day
where the participants gain new knowledge,
and their current state of thinking is challen-
ged. However, when the session ends, the
participants continue the work as usual, and
nothing has further changed.

Alternative

O™

After-phase #2: “I would like to work forward
with it, but something prevented me.” The
second after-phase concerns participants
who have been inspired and motivated to
work forward with the knowledge they gained
during the session. Nevertheless, they are
somehow prevented from fulfilling that goal.

After-phase #3: “I have been assisted in
working forward with this.” The third after-
phase concerns participants who have
been inspired learned something new and is
capable of continuing to work further with it.

The three after-phases will further on be used
to develop ideas for a final service concept
further.

#1
"It was a fun day

out of the office
but afterward,
nothing
happened”

#2
"l would like to
work forward with

After-phases

this but something
prevented me”

Figure 28: The three alternative after-phases of participating in the Collaborative Envisioning Session

Define
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6.5

Design Brief

O™

To define the design challenge, we created a
design brief before entering the Develop phase.
This section shortly presents the problem, whom
we are designing for, the goal of a potential
outcome, and how we want to achieve this goal.

We Know

e There can be three alternative after-phases

o The participants have difficulties
disseminating the experience

e The future is abstract to work with

e The Danish Design Centre (DDC) does not
follow up on former participants continued
work after an ended session

e Participate in a work context as employees

e The DDC is interested in moving the
customers from the Collaborative Envisioning
Session to ‘Create the Future’.

Problem

e The abstract future scenarios are not
translated into concrete actions

e Theme: Create a sense of urgency

e |t does not reach out to the rest of the
organization and thereby does not have any
effect or impact

e Participants from the Collaborative
Envisioning Session are not continuing in
‘Create the Future"’.

Goal

e Our goalisto create a set of guidelines
together with a service concept, which
can help the DDC optimizing the customer
journey of the Collaborative Envisioning
Session, which should contribute added
value for the customer’s experience and
support in their further work.

Define

Designing for
C-level leaders working within the healthcare
who has not yet been participating in the
Collaborative Envisioning Session.

Behaviors
No one feels responsible for taking the task
Three months after the Collaborative
Envisioning Session, former participants
have difficulties remembering the session
Most of the participants are not used to
work with the future within their workplace
and abstract thinking in general.

Want to Avoid
The DDC and the participants spending too
much money and resources on maintenance
The participants forget about Boxing Future
Health.

How
By optimizing the customer journey of
the Collaborative Envisioning Session with
touchpoints that support the participants’
experience and enable them in their further
work.
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6.6

Preliminary Reflection on the Research Question

Define

O

From the Discover phase, the customer
journey was used to structure the findings in
the phases of before, during, and after. In the
Develop phase, these findings were further
divided into two themes: Enable/Empower
and Experience.

Furthermore, we revised the customer journey
and iterated with the gained insights and
added steps for the two customer profiles
presented in this chapter. This supported us in
identifying their different journey’s and where
they each could be relevant when continuing
the development phase. The customer
profiles were described with a focus on their
role since, in this context, the participants
of Collaborative Envisioning Sessions are
attending as employees, and therefore, their
functionality was found relevant.

We propose to establish what these sessions
should lead to by proposing three after-phases
of potential after situations for participating
organizations, as this will be important for
our further development and the general
considerations for our research question.
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7.1

Idea Generation Session by the Group

An ideation session was conducted by
the three group members to kickstart the
development. Our approach was inspired by
a combination of Stickdorn and Schneider’s
Ideas from journey mapping and Brainwriting
(2018). Ideas from journey mapping involve
generating ideas by critically examining a
current journey or process from the customer’s
perspective while referring to the conducted
research. In Brainwriting a group is initially
asked to sit silently and write or sketch ideas
individually. Afterward, the ideas are collected,
clustered, and the group will begin discussing
and selecting (Stickdorn, Hormess, Lawrence,

O™

& Schneider, 20I8). For five minutes, we each
had to write all our thoughts and ideas for
solutions, which we collected and placed in
categories on the table, seen in Figure 29.
The session led to |9 ideas where some had
overlapping themes and therefore merged
into one, which gave us a total of eight ideas.
The eight ideas were illustrated on small cards,
shown in Figure 30, on the next page, which
we decided to bring to the ideation workshop
with the Danish Design Centre (DDC). This will
be elaborated in the next chapter, along with
a description of the ideas.

Figure 29: Ideation session with post-it’s conducted by the group

Develop
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Transforming from physical
to digital
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Figure 30: The eight ideas generated by the group
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7.2

Ideation workshop with the Danish Design Centre

The ideation workshop was planned with the
three main purposes:

. Present data to the DDC

The workshop should not only result in new
ideas but also provide the DDC with our
gathered data, which they could use further
in other projects. We wanted to pinpoint the
most critical and essential phases to establish
the problem space for the following ideation.

2. Generate ideas
Create new ideas together with the partici-
pants.

3. Receive feedback

Since the DDC is the service provider, their
feedback and validation were relevant for
bringing new ideas to the table and our
choices of ideas for further development.

Figure 3I: Picture of our process for selecting workshop quotes

Develop

O™

7.2.1.Selecting the data for
the ideation workshop

For the preparation, we first looked at the
findings from the Discover and Define phase
to select what was relevant to bring to the
ideation workshop. We sorted all the quotes
from the transcribed interviews in similar
themes. From similar quotes, we chose the one
we found most adequate in describing the
essence in the best way. This process is shown
in Figure 3.

We decided to use the customer journey to
present the quotes. The customer journey
should help us to in a clear way, present what
the interview participants had said about the
Collaborative Envisioning Session by using
quotes and the illustration of the emotional
journeys. The process of placing the quotes
accurately on the customer journey is shown
in Figure 32.

Step 2/3

Figure 32: Pictures of our process for placing
quotes on the customer journey
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During the process of selecting quotes, we
found that the three alternative after-phases,
presented during the Define chapter, could
provide for an additional tool to present
quotesthat did not necessarily fit the customer
journey steps.

The three after-phases, mentioned in Define,
referred to the participant’s situation after
participation in the Collaborative Envisioning
Session:

#1: Nothing
#2: Motivated but something prevented me
#3: | can continue working

We chose to use this as an additional way
to present the rest of the quotes from the
interviews because the three alternative
after-phases could lead the workshop from
us presenting data to in collaboration with
the DDC ideate upon the three after-phases.
The way we presented the quotes in the three
after-phases is illustrated in Figure 33.

Figure 33: Presentation of quotes for the three after-phases during
the workshop

Develop

7.2.2.

From an early stage in the process, we were
aware that it would be useful to include
employee from the DDC knowing that they
are experts in the design and workshop field.
Early in the process, we considered which
employees at the DDC would be relevant for
our ideation workshop. This was discussed
during a knowledge exchange meeting with
Sara Gry Strigler. We suggested participants
with workshops expertise and were familiar
with the Collaborative Envisioning Session.
This constellation could reduce the time for
explaining the Collaborative Envisioning
Session and faster relate to the ideas brought.

Participants

Because of the tight schedules employees
are facing at the DDC we needed to send the
invitations early in our process to ensure that
the relevant people would be available for
the workshop. The invitation was sent to three
employees, where two had the opportunity to
participate:

Anne Danielsen is one of our contact persons
at the DDC. She is as mentioned the head
of Boxing Future Health and an expert in
workshops. During her time at the DDC,
Anne Danielsen has been organizing and
facilitated most of Boxing Future Health's
service offerings.

Sidsel Winther is project manager at the DDC
and works primarily with design-driven and
customer-centric business development. She
has co-facilitated some of the Collaborative
Envisioning Sessions.
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7.2.3.

During the preparation of the ideation
workshop, we considered that our research
findings and insights should be presented as
objectively as possible to minimize the risk
of biases influencing the participants. We,
therefore, wanted to present the data as
unwrought as possible and to create a space
for them to ask questions, share reflections,
and to come up with suggestions. At the same
time, we needed to structure and present
the findings clearly so the participants could
quickly obtain an overview. As mentioned, the
participants are professionals in this field, so
we were aware of not managing the workshop
too much.

Preparation

7.2.4. The process and outcome
of the ideation workshop

We arranged a two-hour workshop, from
4-6 PM April 8, 2019, at the Danish Design
Centre (DDC)’s office where two employees
from the DDC participated. We created the
workshop plan in parallel with the previously
presented quote preparation and organized
the workshop in two parts.

[. In the first part, we started by presenting
ourselves, our project, and data from the
NPS’s. Next, we presented the customer
journey with the chosen quotes and ended
the presentation with the three after-
phases.

2. In the second part, we collaboratively with
the two workshop participants generated
ideas and presented our eight ideas
mentioned in section 7I, p. 68, which the
participant commented and validated.

After the first part, Anne Danielsen and Sidsel
Winther were asked to write thoughts and

ideas. They wrote them on post-its while

Develop

talking about them and placed them on
the customer journey, as demonstrated in
Figure 34. The ideas were primarily related

Figure 34: Pictures from the ideation workshop at the DDC
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to things the DDC should be aware of and
touchpoints, which could be used for further
development of guidelines. The exercise
mainly led to discussions about the end phase
of the Collaborative Envisioning Session.
Anne Danielsen mentioned that one of the
purposes of guiding customers through the
Collaborative Envisioning Session is to inspire
the participants to continue a longer process
with the ‘Create the Future’course. We talked
a lot about what the DDC can do to improve
the phase from where the participants leave
the Collaborative Envisioning Session for the
DDC to get in contact with them again.

We had through our research found that some
participants saw the Collaborative Envisioning
Session as a fun day out of the office and that
it did not result in changes in their work. Anne
Danielsen mentioned that this lack of changes
was not the intention. Further it would be of
great value to find a way for the Collaborative
Envisioning Session going from WOW to WHAT,
meaning going from being overwhelmed by
what they had experienced to being concrete
in knowing what to do next. Currently, the
Collaborative Envisioning Session ends with
an open discussion exercise, and instead, the
ending could become more concrete. The last
thing the DDC mentions in the Collaborative
Envisioning Session right now is: “/f you are
curious to know more, then contact us”.

After this discussion, we presented our raw

ideas, which are shown on the next page with
comments and feedback:

Develop
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Evaluation Form

The idea of an evaluation form for the participants to
complete before the session ends. The purposeis to receive
more in-depth insights for continuous improvement.

Opportunities

 They proposed to retrieve the participants’
challenges from the evaluation form.

Challenges

» They mentioned that they are currently testing it on another DDC program called Sprint where they ask
the participants: "What do you see as the biggest challenge in this field within the next year?”

» Besides that, they mentioned that their NPS response rate of 475 is otherwise quite high compared to the
other platforms.

e Theyvalidated the emphasis on making sure that an evaluation form should provide value for both parties.

Transforming from physical to digital

The idea of transforming experiences from the Collaborative
Envisioning Session to digital experiences. The purpose is to gather
exit poll results for the DDC to archive and interested stakeholders
to access.

Sho
0O
0 O

0000

Opportunities

* They mention that it is something they have mentioned for their
communication department. Right now Boxing Future Health
has a website containing the persona audio recorded stories
but they found it relevant also to be able to access how other
had voted during the exit poll matrix and in general to expand
the Boxing Future Health universe at the website.

Challenges

« They comment that it is an excellent idea, but it is easier said than done.
e Resource demanding to collect the results whether conducted manually or implementing a digital solution.

Additional personas to the toolbox

[ W o |
The DDC commented that it is a good idea and that they are

already looking at it in connection with the new scenarios Q

being created. j E
Opportunities

» The idea is to create more personas, than the existing three, for the toolbox.

The purpose is to extend the selection to reach the needs of more organizations. 73 /143



Follow-up exchange session

a participant is selected to participate in a collaborative

The idea is that from each Collaborative Envisioning Session p

follow-up session 3 month after to exchange experiences of e.g.
continued work or challenges.

Opportunities

They believe it is difficult to get people to sit and discuss based on a Collaborative Envisioning Session where
you may not have had a choice about it yourself.

They suggested, if we work further with it, we instead offer a follow-up meeting to a handful of participants who
have been at the same Collaborative Envisioning Session. The DDC does not believe in mixing participants from
different Collaborative Envisioning Sessions.

Cooperation with design agencies

This idea consists of three related ideas. The idea is that design agencies
in collaboration with the DDC offer Collaborative Envisioning Sessions in
some version.

Opportunities

The DDC was excited about these ideas.

The DDC mentions that they had a collaboration previously where a design agency brought a customer to a
Collaborative Envisioning Session, which was a success.

The DDC ends by mentioning that when the Collaborative Envisioning Session have been simplified and is mature
enough, this could certainly be a good option. The idea fits in perfectly with the DDC’s mission and vision.

Challenges

Guidelines ] —

The idea is to provide guideline suggestions for the Collaborative | \/
Envisioning Session.

Opportunities L1—

Boxingis now 2,5-3 years old and much have already happened. They do not believe that the Collaborative
Envisioning Session is mature enough. They mention there may be problems in the development time.
They mention that this idea requires quite a lot of investment on their part and that the design agencies
do not have e.g. 200.000 DKK to pay the DDC for such a training program. The DDC mentions that this
is not something important for the design agencies and that they would only start this up if they have a
company willing to pay.

Find out small things that fit your target audience
Even small things that might seem unimportant can affect the participants experience. An example
is that the chair is bad to sit in. Do not undermine how much it means that the surroundings must

be comfortable. 74/ 143



Digital Platform

The idea is to create a platform where the participants after
the workshop can go in and review the scenarios, read about
others who have experienced the scenarios, network, and

download tools for further work. uuuu

Opportunities —_— —

They were excited about parts of it.

They suggested it could be fun to create the scenarios in a digital version and it could make sense to add a
small presentation. The presentation could be used by the participants as a tool later if they wanted to tell
others about it.

Challenges

Postcard to Future self

The idea is that the participants, as a final exercise in the session, should
write a postcard to themselves in the future. After some month the DDC will
send them to the participants.

Opportunities

They comment that the networking idea was too much for so little. It should probably not be a new LinkedIn.
They mention that we need to be aware of that it is expensive and takes a lot of work to create a platform that
should contain all the things we have presented and that the platform should be easy to maintain.

When we mentioned the ideq, one exclaimed: "/t is a REALLY GOOD IDEA! That's really like 20/9". And the other:
"Fuck it is a funny idea!”

“It is a simple idea, that captures quite well all the complicated things you have mapped”. E.g. how do we remind
the participants about what they should move forward with.

It is a pretty good touchpoint and it does not require much work

It is a little service to prove that the DDC did it a little more delightful again to be reminded of a seemingly good
experience

It does not cost much and it is physically nice

It has something personal

They came with suggestions for sentences on the postcard the participants could finish: | really need to remember
getting better at focusing on.... | have been very inspired by ... or it is important for me to ... tomorrow | will ...
Including something concrete you can look at after three months and think "/ have not done that at all”

The conversation ends by the DDC saying “we will already use this idea by tomorrow”
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Besides the feedback, we received from the
DDC; they also proposed some new ideas
based on the presented findings and their
existing knowledge during the ideation
workshop.

Four simple slides

The idea is to create four simple slides with
the main point for the participants. The DDC
has received requests about the powerpoint
slides used in the presentation from former
participants. The DDC does not see the slides
as a valuable element for the participants
due to the lack of explanations. Therefore,
the DDC suggested the development of
slides targeted towards the participants with
essential notes, which could be sent to them
after the Collaborative Envisioning Session.
After completing the Collaborative Envisioning
Session, the participants can use them for, e.g.,
disseminating what they had experienced on
a small scale to their colleagues. This idea
can support the problems of formulating their
experience of what the future scenarios can
be used for.

Develop

Follow-up meeting

aa

The idea is to include a follow-up meeting in
the Collaborative Envisioning Session journey
by adding an extra step three months after the
session. The purpose of a meeting between
the coordinator and the DDC is to evaluate on
the status such as if they have been working
with the future and what they find difficult,
and further to remind them of the importance.
Also, it could support the DDC in moving
the organizations to the process ‘Create the
Future.’

Pre-meeting with a coordinator

The idea is to add a meeting at the beginning
of the Collaborative Envisioning Session
journey between the DDC and the coordinator
to clarify the purpose.
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7.2.5. Decision making process

After the ideation workshop, we had Il ideas,
which was first narrowed down to nine based
on the comments from the DDC. The selection
process is shown in Figure 35. The two ideas
discarded were:

» Adding more personas to the toolbox
Because the DDC is already looking at this
idea

* Networks follow-up meetings
Because the idea is changed to the ‘Fol-
low-up meeting’

Figure 35: Picture of our selection process after the ideation workshop
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The nine ideas are evaluated in accordance
to the value provided for the DDC and the
participants, seen in Figure 36.

Idea [: Evaluation Form

Idea 2: Transforming
from physcial to digital

Idea 3: Platform

Idea 4: Postcard to
future self

Idea 5: Cooperation
between the DDC and
design agencies

Idea 6: Guidelines
Idea 7: Four Simple

Slides

Idea 8: Follow-up
exchange meeting

Idea 9: Before meeting
with coordinator

Value for the DDC

Receive in-depth insights for
continuous improvement

Increase the chance of getting
customers to continue in Create the
Future

Provides value for customers

Gather data that can be used for
presentations

Can increase the speed of exercises
during the Collaborative Envisioning
Session

Gather data for optimization

Access to previous information

Read about the four future scenarios
Network with previous participant
from other organizations

Download tools for further work

Extent the contact with the
participants

Increase the chance of getting the
participants to work further with the
future by reminding them

Fun reminder

Get more participants through the
Collaborative Envisioning Session
Scaling Boxing Future Health

Receive a more customized program

Improve the Collaborative Envisioning
Session

Improve the experience of the
Collaborative Envisioning Session

Increase the chance of dissemination
to the rest of the customer
organization

Reach broader and more publicity

Support the problems of formulating
the experience

Increase the chance of dissemination
to the rest og the customer
organization

Receive feedback about problem
areas for further work

Increase the chance of getting the
participants to work further with the
future by reminding them

Opportunity to receive help for
further work

Possibility of customizing the session by
establishing a concrete purpose
Support becoming more concrete

Figure 36: Value of ideas for the DDC and for the customer

Develop

Receive a more custormized program
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The nine ideas left was added in a matrix in order to obtain an overview and being able to select
ideas providing value for the process. The matrix is shown below in Figure 37:

@ Alot
® Abit

Provides value to the process

Low resource level

Boxing Future Health

e Boxing Future Health is

is not mature enough
for the idea

mature for the idea

High resource level

Figure 37: Matrix showing degree of resources versus maturity, with ideas positioned. () Evaluation form, (2) Transforms from physical to

digital, (3) Digital Platform, (4) Postcards for future self, (5) Cooperation between the DDC and design agencies, (6) Guidelines, (7) Four simple

slides, (8) Follow-up exchange session, (9) Pre-meeting with a coordinator

Based on the matrix in Figure 37, we found
six ideas that could provide the most value
for the Collaborative Envisioning Session
(blue numbers in the matrix). The ideas were
compared with the two main topics, Enable/
Empower and Experience, and our three
alternative after-phases that fit well together.
Most of the ideas have the same purpose, but
a difference is found in the level of required
resources.

After a discussion, we found the selected six
ideas most suitable for our thesis and the final
delivery, but we needed to categorize them.
The six ideas are organized into two concepts.
The first has a limited implementation perspe-
ctive (idea 4, 6, 7, 8 and 9) whereas the second

Develop

idea is for future development opportunities
(idea 5) as the Boxing Future Health project
will mature over the following years:

I. Optimization of the Collaborative Envi-
sioning Session journey by supporting
the participants in taking the next step
(enable) and the participants’ experi-
ence during the session.

2. Opportunities for the future development
of how the DDC could create education
and collaboration with design agencies.
The value of scaling the Collaborative
Envisioning Sessions by making them more
accessible and potentially broaden the
awareness.
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7.3

Expert Validation

In order to present and receive feedback for
validation and adjustments from the Danish
Design Centre (DDC), a final meeting was
arranged on May 13, 20I9.

7.3.1. Preparation

For the meeting, we wanted to present our
process conducted since the last meeting
(ideation workshop) with a focus on the
concept development. The concept for
optimization includes additional steps to the
current Collaborative Envisioning Session
journey, and therefore, the group found it
most fitting, presenting it in a journey map.
A printed version of the revised journey with
touchpoints (see Figure 38 on the next page)
was brought along with text descriptions of
the ideas, so the DDC had the opportunity to
provide comments.

7.3.2.

Present at the meeting was Anne Danielsen
from the DDC, the three group members,
and our supervisor Luca Simeone. Besides
the agenda that helped to structure the
meeting, the setting was quite casual. The
group presented the revised journey and final
concepts, which received an overall positive
response.

Execution

7.3.3.

Anne Danielsen found the touchpoints in
the revised journey map confusing since we
had not provided descriptions. Besides, the

Feedback and validation

Develop

O™

touchpoint “face to face” was too generic
and could be divided into more touchpoints
(Danielsen, 3, Appendix 3). The title “four
simple slides”, indicates that the amount of
slides is predetermined. This was questioned
as maybe more slides would be needed for the
purpose. During the discussion, we started to
develop a potential template for the content
of the slides and in which order it should be
placed. It was mentioned that the conclusions
from the last collective discussion based on
the exit poll exercise could become part of
the slides (Danielsen, 3, Appendix 3).

For the pre-meeting, it was suggested to add
a contract between the coordinator and the
DDC with the organization’s goals and pur-
poses of participating in the Collaborative
Envisioning Session. These goals and purposes
should be shared with the rest of the partici-
pants before the beginning of the Collabora-
tive Envisioning Session and further presented
to them during the presentation conducted
by the DDC.

Anne Danielsen was excited about all of
the steps added and could see them be
implemented in the current Collaborative
Envisioning Session journey, in particular, the
postcard. In addition to the final reflections
and conclusions, which could be part of the
four simple slides, this postcard exercise could
also function as a method for the participants
to generate some citations and statements to
add intheslides. Furthermore, it could help the
participants to put into words what knowledge
they gained and what they wanted to bring to
their workplace.
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Figure 38: Current and revised journey of the DDC’s Collaborative Envisioning Session
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7.4

Test Session

During the meeting with Anne Danielsen,
she gave us the opportunity of developing
prototypes of the postcards in order to test
it during a Collaborative Envisioning Session
held the following day, May 4, which we
saw as a valuable opportunity. We agreed
on preparing 34 different postcards, which
could be tested. We did not participate in the
testing session, but we received feedback on
the evaluation through Anne Danielsen.

7.4.1.

The prototyping of the postcards was conduc-
ted as a brief prototyping session. It consisted
of iteratively creating predetermined sen-
tences for the postcards, choosing images,
and layout the graphics, based on the feed-
back received from Anne Danielsen. After 3-4
hours, the prototypes were finalized, printed,
cut, and handed over. The postcards are seen
in Figure 39.

Prototyping

7.4.2.

According to Anne Danielsen from the DDC,
the postcard exercise was received very
positively. Pictures from the session are shown
in Figure 40 on the next page. The postcard
exercise was placed right before the final
sum up of the Collaborative Envisioning
Session, which functioned very well as a final
reflection. The DDC will send the postcardsin 2
months to the participants and, therefore, this
part of the test session will not be evaluated
in this thesis. Reflections on how it could be
evaluated could be to identify if any of the
participants who receives the postcard are
getting in contact with the DDC. However,

Evaluation

Develop
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from a service design perspective, it would be
interesting to conduct a test session to explore
their reaction and potential value.

Figure 39: Postcards
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Figure 40: Pictures from the postcard exercise




7.5

Concept for Optimization

Through the process, we found that the Colla-
borative Envisioning Session has its limitations
for organizations to take action afterward.
Since the Danish Design Centre (DDC) is already
offering a longer innovation course ‘Create the
Future’ where the Collaborative Envisioning
Session is only one part, we are aware that
the current Collaborative Envisioning Session
should not offer the same result for the par-
ticipating organizations. Our final concept is
built upon the existing concept provided by the
DDC, which is illustrated in Figure 4l.

The optimization concept proposed addresses
the second alternative after-phase of limiting
the challenge for organizations to take action.
The suggested optimizations can benefit the
DDC in the short implementation perspective,
being low in cost, and not too extensive in time
resources. The purpose of the new concept
is to support the best opportunities for the
participants in working further with the future
by enabling and empower them. Further, the
participants’ experience during the session
is related to the facilitation and the purpose.
This is reflected in the concept and described
as general considerations of Collaborative
Envisioning Sessions in the following.

Develop

O™

Figure 4I: The new optimization concept is placed on the existing

Collaborative Envisioning Session concept
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7.5.1. Facilitation and
organization

We propose the following, based on our
research. The facilitators’ language comprises
of both verbal and non-verbal communica-
tion. Since the facilitator and the participants
might come from different backgrounds, the
language should be considered at different
levels.

The spoken language should be agreed upon
beforehand, as it will influence the language
used, the presentation slides, and the audio
persona stories. Another factor is the jargon
and terminology used. The DDC is normally
working in a high design embossed environ-
ment, unlike many health organizations.
Understanding who the participants are can
assist in the message getting the right effect.
Using design tools to facilitate also requires
that the participants understand how to inte-
ract with them.

A non-verbal language important to consider
is body language. An intensive session of 3-5
hours is short seen in the context of what the
participants should learn, take in, reflect, and
discuss. However, it can be experienced long
and intensive for the participants precisely
because of the activities planned. Therefore
it is important to prioritize breaks during the
session and that the facilitator makes clear
verbally when to take breaks. Via the facilita-
tor body language, it should also be reflected
that it is okay to take the breaks, so the parti-
cipants feel comfortable and not pressured to
continue a discussion. This could support the
motivation and concentration.

The final part of the Collaborative Envisioning
Session was identified as an exercise followed

Develop

by discussions, and the participants afterward
left the session. As the last exercise of the
session, it is an opportunity to become more
concrete and going from a WOW to a WHAT
feeling to address the barrier creating of the
session’s effect. Further, it could strengthen
the last memory of the experience.

7.5.2.

The new concept consists of three ideas for
optimizing the current Collaborative Envisio-
ning Session journey by adding steps to the
existing journey. The ideas with included steps
are:

Optimization ideas

#1 Pre- and post meeting
#2 Postcard to future self, and
#3 Four simple slides.

The journey in Figure 42 shows the current
journey with the new steps added, which are
highlighted in yellow. Further elaboration will
be described on the next page.
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New Journey Map
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7.5.2.1.

This idea concerns the following steps in the
journey: Pre-meeting, Presentation, Sum
up, and Post-meeting, seen in Figure 43 and
highlighted in yellow (see next page). The Pre-
and Post meetings are meetings between
the coordinator and the facilitator from
the DDC. The purpose of conducting these
meetings is to substantiate the importance
of working with the future and establish the
organization’s purpose of participating,
which can be followed and evaluated through
the journey. Further, more responsibility has to
be imposed on the customer, thereby making
them feel obligated to continue working.

#1 Pre- and post meeting

The first new step shown in the journey is
Pre-meeting. Due to the chosen scale of the
journey visualized, the Pre-meeting is shown
in more detail with the journey in Figure
44, At the meeting, the facilitator and the
coordinator collectively establish a purpose
and goal of participating in the Collaborative
Envisioning Session. The coordinator must
select an employee who takes responsibility
for ensuring that the work of the session
continues afterward. The DDC should create a
“sense of urgency” for the customer. Perhaps
discuss the choice of external speakers.

To assist the meeting, we propose a Travel
guidetoolthatcanbeused duringthe meeting.
The Travel guide contains questions, which
should be answered during the Pre-meeting
and questions, which should be answered at
the Post-meeting. During the Presentation,
the participants are introduced to the content
of the Travel guide, as illustrated in Figure 45
and during the Sum up shown in Figure 46.

Develop

Currently, the only participant evaluation that
the DDC receives is the NPS (Net Promoter
Score), which are mailed to the participants
within a week. Though the DDC scans them
for comments and can follow the rated score
as an indicator of the experience, it does
not provide insight into whether or not the
customer is continuously working with the
scenarios. Therefore, we suggest the Post-
meeting to help the DDC to explore if the
organizations have continued the work, and
what made it (im)possible, what the challenges
of continuing the work might be, and perhaps
arrange an extended course with the DDC. A
detailed journey of the Post-meeting is shown
in Figure 47.

The Travel guide was prototyped with illu-
strated mockups to propose how they could
be materialized. The mockups are shown in
Figure 48.
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Journey of #1 Pre- and post meeting

CES: Collaborative Envisioning Session

Individual exercise

Communication between participants

Communication between participant/coordinator and facilitator
One-way communication

Email

]
®
®
@
©
®

Phone (calling)

Physical mail

Awareness
Learns about Boxing
Future Health via
coordinator

Invitation
Receives invitation to
CES from coordinator

with time place and
purpose

Participant

Indefinitely

1§44

=

Reception

&1 (3 52 )

Brief Approval Pre-meeting Invitation

&

Group
exercise
Discusses jointly
based on their

Awareness Presentation Experience the
scenarios
Enters the cylinder,

listen to audio

o
3
Y
%
%
%
%

Learns about
Boxing Future

The decision
maker approves

Introduces Boxing
Future Health to

Planning the CES
with the DDC and

Receives template
invitation, which

Introduced to the
food station

Presentation by the
DDC and perhaps

Health through the decision arrange meetifg establish purpose they send out to a guest speaker. stories and fill out reflection cards
network maker with the DI chosen Receives reflection reflection cards
participants cards
. £\ " £\ ™\
Coordinator ’ O O O O
®6Q @ @ @ ® @ @0 ®
- - - -
Reception Presentation Present the Group
scenarios exercise
Introduces the Presents Guides Introduces the
food station participants and exercise and
coordinator facilitates the
discussion
Awareness Approval Pre-meeting Preparation Invitation
Presents about Receives call Planning the CES Prepares the CES Mails template
Boxing Future from the with the invitation to the
Health for to coordinator and coordinator and coordinator
network arrange a establish purpose
meeting
- o~ £~
Facilitator O J
boc ® o ®
Figure 43: Pre- apid post meeting in the new customer journey
Arrive The three Choose Travel guide Planning Write Leave
offerings offering )
Arrives at Presented Chooses to Introduced Discusses and Fills out the Leaves the Listen
the DDC an overview participate to the travel establish travel guide DDC with During the
of the three inthe CES quide purpose and the travel ameation
offerings other guide N hear about the
procticalities answer in the
c o~ N N A, A A Travel guide
Coordinator NS4 7 7 N4 A\ 4 7 = ;
—1 Coordinator/ —_pOPRIOKE N
@ = k g o Q
Pre-Meeting  Fqcilitator A R ~ o Presentation - #
DDC  Welcome  Thethree Travel guide Planning Picture Facllitator Presents
offerings DDC
Welcomes Presents the Introduces Discusses and Takes a During the
the coordinator the travel guides to picture of presentation
coordinator an overview quide establish the tells about the
of the three purpose and completed answer in the
offerings other page travel guide
practicalities

Figure 44: Step for Pre-meeting

Develop

Figure 45: Step for Presentation
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Mockup of Travel Guide
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Figure 48: Mockup of the Travel guide
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7.5.2.2. #2 Postcard to future self

This idea concerns the following steps in the
journey: Postcard exercise, Postcard receive,
and Postcard send. The purpose of adding
the postcard to the Collaborative Envisioning
Session is to provide the participants and the
coordinator an opportunity to reflect on the
learning and their future goal. The steps are
highlighted in yellow in Figure 50 on the next

page.

The participants are selecting and writing a
postcard to themselves with pre-determined
sentences to answer, as shown on the mockups
in Figure 49. The Postcard exercise steps
are shown in more details in Figure 5I. This
is included as an activity during the session
and not as something they can do afterward,
where the participants might be eager to get
home.

In the steps Send the postcards and Receive
the postcardshown in Figure 52, the DDC send
the postcard to the participants and the coor-
dinator three months after the Collaborative
Envisioning Session. The postcard is a remin-
der of the session and the importance of
continuing their work, either by continuing by
themselves, contacting the DDC, or contact
others for assistance if the organization does
not have the internal capacity.

Develop
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Mockups of Postcards

Boxing Future Health has inspired me to...

- TO:

To act upon the future, tomorrow | will...

371 Boxing Danish

41 Boxing
L Future Health Design Centre

Boxing Future Health has inspired me to...

To act upon the future, tomorrow | will...

l'+'l Boxing anish
L Future Health Design Centre

Boxing Future Health has inspired me to...

To act upon the future, tomorrow | will...

I'+'I Boxing Danish
"] Future Health Design Centre

Figure 49: Mockup of postcards
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Journey of #2 Postcard to future self
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Figure 50: Postcard to future self in the new customer journey
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Storyboard of #2 Postcard to Future Self

The Postcard to future self is also illustrated
in a storyboard (Figure 53) to suggest how a
scenario could play out with a more perso-

nalized emphasis.

&

Annette is participating in a Collaborative
Envisioning Session at the DDC

During the last exercise “Postcard to future self”, the
participants are asked to choose a postcard that moves
them or awakens reflections

Annette looks at the different postcards and picks
one with an abstract image in bright colours

2 months later

4l

She reflects upon the predetermined
sentences and writes on the postcard

She puts her postcard back on the table and
joins the rest of the group for a final sum up

Annette come home from work and checks her mailbox
where she finds the postcard from the Collaborative
Envisioning Session

3

The next day

/

First she doesn't recognize it but are quickly reminded. She
reads the postcard and is reminded of the inspirations and
promises she made to herself

Annette brings her postcard to work and talk with
her colleagues, who also received their postcards

Her workplace starts talking and discussing
about what they have been doing since

Realizing that not much has been done at the
workplace, the coordinator arranges a meeting to
discuss what to do next

They conclude that they need further assistance. They
start preparing for the “post-meeting” with the DDC.

The coordinator sits down with the DDC and
develops an action plan for their organization

Figure 53: Storyboard of a “Postcard to future self” scenario
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7.5.2.3. #3 Four simple slides

The idea is related to the three steps:
Presentation, Sum up, and Four slides. It was
found important that the participants are
supported in the challenge of disseminating
the scenarios experienced and disperse them
throughout the rest of the organization as this
was an obstacle for continuing working with
them. This idea concerns the steps highlighted
in yellow in Figure 55 on the next page.

Mockups of the slides were created and are
shown in Figure 56. During the Presentation
step, the participants are introduced to the
presentation slides, but it is during the Sum
up step, the DDC is explaining how the slides
could be used, as shown in Figure 54. The
participants will then after the Collaborative
Envisioning Session, receive the slides and be
able to present them to others who might be
interested.

Mockup of Four Simple Slides

Recap from the presentation Outcome from the Collaborative

Envisioning Session
What is the DDC? .

What is Boxing Future Health? « Topics dicussed
« Purpose of
participating
Slide |
Travelling o tor Knowledge learned
- — SesyigVisionin,
Guide =~ T o
What should the participants use their new
- P d goal
mu::st:;nthzoa * S— gained knowledge for in the rest of their T h a n k you
participants organization?
« Person(s) i
responsible
Slide 3 Slide 4 End

Figure 54: Mockups of the four simple slides
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Journey of #3 Four Simple Slides
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Figure 55: Customer journey four slides

Develop

S0

Ve ¥
-

&

99 /143



Receive

Four slides
postcard

NPS

Receives NPS Receives the
from the DDC four slides from Receives the
the DDC postcard by mail
and reads it
approx 4 days approx 2 months

S
o
k]
X
g
&
g & o—
_ % E— l_
prm— o—
Exit poll Postcard Sum up Session ends Feedback NPS Four slides Receive Post-
exercise exercise Evaluates the postcard meeting
Places vote on Chooses a Discusses Leaves the CES day with the Receives NPS Receives the Receives the Provides
the matrix postcard and reflections and decision maker from the DDC four slides from postcard by mail feedback and
fills it out outcome of the the DDC and reads it progress to the
CES
15, ™\ £\ ™\ ™\
L U/ a4 A

P

o

7~
Al
P_S 7~

- -

I - -
Exit poll Postcard Sum up Session ends
exercise exercise
Facilitates a Cleans up

Presents the
exercise and

Presents the
postcards and

discussion of
reflections and

facilitates the collects them
discussion of the after the outcomes created
exit poll exercise during the CES

Oo—

E— |||'

o— E

NPS Four slides Send Post-
postcard meeting
Sends out the Prepares the Prepares and Follow up on the
slides and sends sends out the organization'’s
them to the postcards progress
coordinator and
the participants
o~ o~ 7\ ra Y
\ 9, \ 9, 7 7

Listen

®

Receive the
slides
Opens the mail
an reads the

Talk with
others
Uses the slides
when they talk
about the CES

Listens and asks !
Q questions, mail
b Coordinator/
Coordinator/ s o \J \/
ain participant
participant l,_ [_
Four slides
Sumup Facilitator S Fucgggtw Prepare  Send the
DDC Presents slides
Prepares the 4 i wi
paricipants and he sideswinthe ~Sidestothe
Figure 56: Sum up step coordinator to the Figure 57: Four slides step  aeme?  porticiants and
slides they can use ufrsonal - coordinator
the CES

Develop

afterwards

100 /143



Service Blueprint of #3 Four Simple Slides

To get an overview of the system of the
step, four simple slides, a service blueprint
was developed (see Figure 58). The blueprint
assisted us in specifying the details of the
front stage and backstage of the touchpoint,
the interactions between the participants and
the service provider and the information flow

(Stickdorn et al., 2018).

TOUCHPOINT

Phone / Phone /
Computer Computer

Phone / Phone / Phone / Phone / Phone /
Computer Computer Computer Computer Computer

‘CUSTOMER
ACTIONS

CUSTOMER JOURNEY

line of interaction

‘ONLINE
INTERFACE

Shows list of

participants
email addresses

FRONT STAGE

line of visibility

pbC Checks for

DATABASE (FEldE e
email adresses

PARTICIPANTS
‘COMPANY
INTRANET

PARTICIPANTS
EMAIL ACCOUNT

PARTICIPANTS
PERSONAL
DATABASE

‘ Shows
Shows e_mcultto notification of f,’;"mwﬁh?z.fgﬁ
participants new email

Email with slides

is sent to
participants

Recieves email
from the DDC

Receives new
email in inbox

Figure 58: Service Blueprint of Four Simple Slides
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7.6

Value Proposition

To verify how our service concept could assist
in improving and optimizing the Collaborative
Envisioning Session organized by the DDC, a
Value Proposition Canvas was utilized. The
Value Proposition Canvas consists of a Value
Map, describing how the service will create
value for the customer, and a Customer
Profile that clarifies the understanding of the
customer (Osterwalder, Pigneur, Bernada, &
Smith, 2014). The focal point of the canvas
is to describe the expected benefits for
the customers provided from the service or
product (Osterwalder et al., 2014). The Value
Proposition Canvas (see Figure 59) helped us in
creating an overview of the pains and gains of
our customer segment, how our final service
concept could create value and reducing pain
points, and confirm if our service concept
matches with our design brief.

Value Map

Gain Creators 4|

» More guidance and collaboration
with the DDC
» More concrete in what to do next

O™

Customer Profile

Gains -

« Insights of how their organization could
prepare for the future

» Experience something new and

different

Customer

Dl

Pain Relievers Q)

* Provides the participants with tools to
disseminate what they have learned

» More clarity on purpose of
participating

» More prepared for working with the
future

Figure 59: Value Proposition Canvas
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7

Concept for Future Development

Inspired by one of the industries the Danish
Design Centre (DDC) is operating within, the
design industry, we have further suggested a
service concept for future development. The
concept involves a collaboration between
the DDC, in particular, Boxing Future Health,
and other design agencies (see Figure 60).
According to Anne Danielsen from Boxing
Future Health (Anne Danielsen, e-mail, May
15, 2019), the DDC is partially supported by
public funds and can therefore not engage in
distortive activities. This means that when the
DDC is performing an assignment that could
be conducted by a private design agency,
the DDC’s payment must be on market terms,

Design

agencies

O™

Healthcare

meaning charging the average market price.
This business approach positions the DDC as
an attractive business partner for other design
agencies.

However, Boxing Future Health is an original
service offering developed by the DDC and
is therefore not in direct competition with
ordinary consulting tasks. Furthermore, the
DDC aims at disseminating the Boxing Future
Health method to other design agencies so
similar projects can be conducted by others
than the DDC (Anne Danielsen, e-mail, May I5,
2019).

The DDC

Figure 60O: Potential collaboration between the DDC and design agencies

Develop
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The DDC has already experienced a succes-
sful collaboration between a design agency
and its partner participated in the Collabora-
tive Envisioning Session and would like more of
these collaborations (Danielsen, |, Appendix 3).

As explained in section 7.2.3 on page 72, a
future service concept could be a collabora-
tion between the DDC and design agencies
in order to reach out to more organizations
and thereby create more growth. However,
as stated previously by Anne Danielsen from
the DDC (Danielsen and Winther, Appendix
3), it is a great idea with great potential, but
they fear that the Boxing Future Health is not
mature enough for this service concept. By
involving a consultancy, the price of a Collabo-
rative Envisioning Session will increase. Boxing
Future Health is still not established enough
and needs further development, such as more
standardization of the Collaborative Envisio-
ning Session, more simplifications in order to
expeditiously educating a new facilitator, and
more publicity before design agencies would
consider investing in it.

The service concept might have potential in
a couple of years where Boxing Future Health
and the Collaborative Envisioning Session are
more concrete in its setting. By then, more
people might be involved in facilitating, more
organizations have participated, and some
might have experienced a positive impact on
their organization.

Design agencies

BEFORE

Figure 61: Proposed journey for the future service concept

Develop

Boxing Future Health

DURING

7.7.1. Suggested future
service concept

We suggest the future concept to be
approached by firstly establish cooperation
with design agencies. The journey will involve
a design agency and its customer who has
established a project collaboration where
Boxing Future Health's scenarios method can
be used.

In the before phase the customer is guided by
the design agency, then the DDC will facilitate
the Collaborative Envisioning Session, and the
design agencies will guide the participants
in working forward with the knowledge they
have gained in the after phase (see Figure 6l).

After a period where this approach has
been stabilized, the DDC can move forward
by developing a training program for the
design agencies to facilitate a Collaborative
Envisioning Session, which they can lead their
customers through.

Furthermore, we propose a Boxing Future
Health digital platform. The purpose of the
platformisforthe design agenciesto download
different tools, such as presentations about
Boxing Future Health, and to rent the mobile
scenarios. The service concept will provide
value for both the DDC, the design agencies,
and the organizations participating. It is an
opportunity for the DDC to develop a closer
relation to the design agencies, and for the
Collaborative Envisioning Session to increase
the reach of organizations.

Design agencies

AFTER
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The design agencies can learn new competen-
cies, involving future scenario within organiza-
tions and be inspired to learn new facilitation
skills. Finally, the organizations participa-
ting will be guided through the entire design
process and reassured they would receive an
outcome of their investment.

Design
agencies

7.7.2.

Conducting a quick online research shows an
amount of approximately 40 Danish design
agencies in Denmark. The focus of the design
agencies customers should be healthcare for
the scenarios to be relevant, which further
limits the market size. Since the market of
Danish design agencies is small, further
cooperation with other consultant agencies
could be relevant. This collaboration is shown
in Figure 62. Molecule is an example of a
consultant agency operating exclusively with
the healthcare organizations. Additionally,
opportunities for cooperating with major
consultant agencies such as Accenture,
Deloitte, or PwC could be explored.

Further considerations

The DDC

Healthcare

Consultant
agencies

Figure 62: Potential collaboration between the DDC, design agencies, and

consultant agencies

Develop
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7.8

Preliminary Reflection On the Research Question

Develop

O™

In the Development phase, we used the
customer journey as a boundary object again,
this time to present the empirical insights for
the Danish Design Centre (DDC) during the
ideation workshop and the expert validation
meeting. The journey map served in both
cases as a way to transfer knowledge. For
the ideation workshop, the journey map was
presented with quotes on the specific steps,
where some were only orally presented, and
some read by the participants. The journey
map was useful for the participants to get
an overview and served as a tool for them to
place comments on post-its.

The ideation part of the workshop was planned
to be conducted based on the presented
findings with the use of post-its. However, we
found it difficult to kick-start the ideation.
Therefore, we presented the ideas developed
earlier by the group and discussed based on
those instead. The intention of reducing our
influence was thereby compromised as the
new ideas for optimization generated were
created based on ours. Other methods for
idea generation could have been considered
and possibly led to other directions and
findings.

For the expert validation meeting, we redes-
igned the visuals of the journey as we found
that the illustrated drawings were difficult to
see. The many steps and the colors there are
chosen did not provide the best conditions
for obtaining the journey instantly. We, there-
fore, changed the illustrations into simplified
icons and reduced the use of colors. The map
was used to present the current journey with
the new steps and touchpoints developed
during the phase, and it functioned as a tool
to discuss.
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In this chapter, we will describe what
collaborator, the Danish D



8.1

Product Report

The Product Report can be found in Appendix
6. It will display the primary findings from the
design process desired by the Danish Design
Centre (DDC), the identified customer profiles,
and the proposed service concept. The reason
for the chosen content of the Product Report
is to create an overview of the important
findings and conclusions from our thesis and
to make suggestions for how the proposed
service concept can be integrated in the
existing Collaborative Envisioning Session
offered by the DDC.

Deliver

Using service design to explore and optimize
Collaborative Envisioning Sessions

PRODUCT REPORT
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and tools chosen and the stakeholde
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9.1

Reflection on the Design Process

A draft of the timeline and a Double Diamond
Model was created at the beginning of the
process and furthermore dates of meetings
with our supervisor every second week and
with the Danish Design Centre (DDC) every
third week. Reflection on this is overall good
compared to the time limit and short-term
deadlines. It helped us to keep our deadlines,
but at the same time, it also limited our
flexibility for planning the various phases.

Through our design process, we have coope-
rated with the DDC. In previous semesters we
did not have close contact with a collaborator
through our service systems design projects,
and this has created different opportuni-
ties and challenges. The process had to be
accessed differently in the sense that signifi-
cant decisions had to be taken jointly and we
should also comply with the DDC’s data law
for examples with contacts to earlier partici-
pants of the Collaborative Envisioning Session.
Besides, they have provided us with great
assistance during the knowledge exchange
meetings providing guidance and advice.
Further, we had the opportunity to validate
ideas and receive feedback for improve-
ments. By collaborating with field experts, we
avoided providing a long explanation before
discussions. On the other hand, we realized
that it prevented us from explaining the case
to others.

Working as a group of three during the design
process was beneficial due to diverse compe-
tencies that could contribute to the process
in, e.g., discussions and the ideation process.
It has provided us with additional experience
of organizing a project collaboratively, by

Reflection
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discussing and compromising, which we per-
ceive as an advantage as we as future (hope-
fully) service designers will most likely be part
of diverse teams. On the other hand, working
in a group of three much time was spent on
continuously inform, discuss, and update
each other. We further experienced the chal-
lenge of our individual interpretations, which
led to misunderstandings in the group. During
the process, we, therefore, increased the use
of visuals as a communication tool to support
explanations.

9.1.1. Choice of tools and methods

During the previous semester projects, our
design process has been approached with the
aim of developing a new service. However, in
this project, we are proposing suggestions for
optimizing a customer journey of an existing
service. To assist us in the design process, we
have used the customer journey, which has
been a helpful tool and method. The custo-
mer journey was useful in combination with
the qualitative and quantitative research
methods and helped to gather insights, struc-
turing, understanding, and exploring the
unknown. It was also appropriate to iden-
tify the participants’ experience during the
journey. The qualitative methods and tools as
the customer journey and emotional journey
allowed us to obtain insights from in-depth
interviews and gain an understanding of the
participant’s experience. During the process,
we also discovered some obstacle of primarily
using qualitative methods. The gathered qua-
litative data was not statistical measurable, it
was not representative, and generalizations
cannot be made based on participants’ sub-

O /143



jective opinions in small sample sizes (Bjarner,
20I15c¢). Further advantages were its ability to
generate hypotheses and for opening up the
design process.

9.1.1.1.Service design tools

The journey map was used for different
purposes and iterated along the process as
a living document (Stickdorn et al., 2018). The
initial journey map was visualized as a current-
state map and primarily assumption-based
(Stickdorn et al., 2018). Through the process,
the assumption-based journey developed
into a more research-based journey through
the gathered data. Figure 63, on the next
page, illustrates how the journey map evolved
during our process.

The initial journey map was created based
on the group member’s internship knowledge
and provided as a tool for the rest of the group
to obtain an overview and understanding of
the existing service offering. It was used as
a tool to discuss and led to further questions
and considerations. During the process, the
journey map served as a boundary object
between the stakeholders involved and us.
For the interviews, a journey map was used in
combination with a semi-structured interview.
Thejourney mapwascreatedwithanemotional
journey and touchpoint stickers, where both
functioned as a way for the participants to
interact with the map. The semi-structured
approach assisted the participants in being
able to bring up what they found important
(Bjgrner, 20I15b). However, our intention of
having the participants add their assessed
emotional level and touchpoint sticker on
the journey steps was limited by the semi-
structured approach. It may have resulted in
a lack of insight of the touchpoints that were
not placed, and we were further not able to

Reflection

follow up on their emotional assessment. On
the other hand, the participants’ reaction
of excitement to the stickers could provide
for an indication of providing other effects
such as increased participant motivation
and professionalism as the participants also
praised our journey map and told us that it
created a nice overview and helped them
memorize.

The journey map helped to structure the
interview, stimulate the participants’ memory,
and provided a common language, which
simplified the communication between the
participant and us as interviewers. The first
part of the interview was initially prepared
as an exercise where the participant was
asked a question and to write down thoughts.
During the first interview, we realized that
the exercise did not work as intended. We,
therefore, changed it from writing to talking
for the following interviews. This also reflects
how the design process enabled us to try out
different methods while also requiring being
reflective, flexible, and quickly adjust.

During the ideation workshop, the journey
map was used to present our findings mostly
through participant quotes. The journey was
useful to gain an overview. However, the
large number of placed quotes were not all
read by the workshop participants, and they
mentioned that we should consider simplifying
the quotes as some were difficult to read.
The choice of using the quotes was based on
presenting the data not too refined and to
add a personal aspect that could increase the
relatability. Reflecting on the choice of using
quotes, we could have decreased the amount
of quotes and the length of the quotes.
However, the bias of presenting data and
findingsis something to consider and be aware
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of. During the expert validation meeting, we
had prepared a current journey map and
added the new steps with touchpoints of
our concept. The new ideas and associated
steps were presented orally, and some were
supported with visuals and prototypes. The
postcard was presented with a mood board
of images to show our idea of the front design
and with prototyped postcards in different
sizes to provide a tangible feeling. This was
extremely useful as a reference framework
as the concreteness of images and size could
immediately be validated.

== Overall journey developed in January 2019
as part of our premilinary work

Overall journey developed with different
roles and values

Overall journey developed in March
2019 for interviewing

Customer journey developed
N ] in April 2019 during the
ToEEsEC T 5 Define phase

Current and revised journey
map used for expert validation

Final journey with new added steps shown
from the participants, coordinators and
the DDC's perspectives

Figure 63: Iterations of the journey map through
the design process
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9.1.1.2. Stakeholder involvement

Service design is about improving the experi-
ence of the interaction between the customer
and the service provider:

“To value your customer, you need to spend
some time understanding the interactions
they have with your service, and that means
two things. First, viewing your service through
the customers’ eyes. And second, designing in
such a way that customers receive consistent
experiences over time that they consider
valuable.” (Stickdorn & Schneider, 20Il, p. (09)

From a service design perspective, taking
a human-centered approach requires the
consideration of “[...] the experience of all the
people affected by the service.” (Stickdorn et
al., 2018, p. 27). This is something we sought
to obtain during the process, also when it was
not possible to directly include them in the
process. We did this by considering their value
and experience during the development
phase based on the gathered research.

The collaborative principle in service design of
actively including diverse stakeholders during
the design process was also considered. The
stakeholders involved during this project
were primarily two employees from the DDC
representing the service provider and previous
participants of the Collaborative Envisioning
Session representing the customer. Where
the service provider was involved in different
phases of the project, the customer was only
involved in one phase for interviews.

The limited access to the participants, resul-
ted in organizing the interview to both explore
their experienced journey but also to generate
ideas. This was a limitation for our process as
it would have been relevant to include them

Reflection

in the later ideation and testing phase. The
stakeholders involved in a Collaborative Envi-
sioning Session should be considered as this
can influence how the optimization is approa-
ched related to the facilitation, organization,
design tools, and behavior. The stakeholders
can, therefore, have an effect on the design
process, which can further affect the optimi-
zation outcome.
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9.2

Reflection on the Research Question

In the following section, a reflection on our
approach and learning during the process will
be discussed to explore possible answer for
our research question:

“How might we use service design to explore and
optimize the customer journey of collaborative
envisioning sessions?”

9.2.1. Customization of
Collaborative Envisioning Sessions

Collaborative Envisioning Sessions have the
overall purpose of supporting people in envisi-
oning how the future could be. Primarily scena-
rios are used as a way to represent alternative
futures, which can be approached with the
use of different methods and tools. We have
specifically examined scenarios created with
the use of foresight and design.

It is found that the purpose defined for the
Collaborative Envisioning Session will influence
how it is organized, what activities should be
planned, how they are carried out, and how
the session should be finalized. An example
is Candy’s experiential scenarios “Hawaii
2050", whose purpose was “...J] to promote
a broadened sense of what the possibilities
could be.” (Candy, 2006b). In comparison to
the DDC's Collaborative Envisioning Sessions,
the desired outcome of “Hawaii 2050” might
not entail specific actions to be taken by the
participants afterward.

Based on our case, we found that participa-
ting in only one Collaborative Envisioning
Session, which is not part of a longer process,
did not lead to a continuation of working

Reflection
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with the future. We, therefore, suggest how
to increase the focus on becoming more con-
crete by customizing as a way to support the
customer in seeing the value of continuing
the process. A general consideration for Col-
laborative Envisioning Sessions is: customi-
zation. Collaborative Envisioning Sessions as
a service offering can consist of predefined
activities where some can be customized
according to the organization participating.
Customization will, to some degree, induce an
increase of resources for the service provider
and the customer. Therefore, the customiza-
tion should be considered in connection to the
value produced for all stakeholders. During
our design process, it was identified how defi-
ning the purpose of attending a Collaborative
Envisioning Session between the service pro-
vider and the customer could be supported
during and after the session.

By identifying the purpose beforehand, this
could be applied as a way to follow up and
meet the issue of becoming concrete. Consi-
deration could be of how the purpose can be
reflected on, during the Collaborative Envisi-
oning Session, and integrated into the exer-
cises, especially the sum-up and potentially
as an activity after the Collaborative Envisio-
ning Session to follow the progress. This also
argues for the benefits of using journey maps
when exploring and optimizing a Collabora-
tive Envisioning Session. Customization is also
relevant for communication, motivating, and
creating a sense of urgency for the partici-
pants since customers might be from different
backgrounds, and the relevance can be orga-
nization- or case specific.
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9.2.2. Designing memorable
and immersive experiences

The future does not exist yet and is inherently
abstract and might be difficult to imagine and
put into words. When designing the scenario
experience, supporting people in envisioning
is a central concern. Envisioning relates to
how the participants are presented these
alternative scenarios using design methods
and tools to stimulate their imagination and
memory.

Sensory stimulation, also referred to as sensory
design, was found in the literature to be
effective for the experience and the related
memorization (Pine & Gilmore, 1998; Verhoef et
al.,2009; Zomerdijk & Voss, 2010). Conducting
interviews with previous participants, we saw
that some experiences of the Collaborative
Envisioning Session were easily recalled, some
recalled when looking at the journey map
and some with the additional use of spoken
description. We found patterns in the level of
what they memorized. An experience that
all the participants remembered was the
pink scenario, especially laying in the pillows.
This scenario invites for a more intimate and
atypical way of interacting with colleagues,
which might produce emotions that increases
the memory of the experience. An experience,
which was found less memorable was the
grey scenario where the participants are
walking continuously in a revolving door. This
might resemble a more typical situation and
therefore, not be as memorable. The designed
interaction of what the participants are doing
during the experience is seen related to
sensory design. This could indicate that when
emotions are provoked, this will be more likely
memorized.

Reflection

Design-based methods and tools to support
people in envisioning such, as design fiction
objects to experiential scenarios can affect
the effect of envisioning and the level of
immersive. When more tools are combined
in the designed scenario experience, the
complexity of validating the effect of each
increase. An interesting topic is the level of
design and other methods needed to design
an immersive experience. A consideration of
representing scenarios is how to balance the
ability to explore while still being concrete:

“How do you choreograph things so that the
right amount of material is provided and the
learning process effectively scaffolded, with
as little fat on it as possible? Too prepopulated
can be stultifying; but too open can be
confusing and inefficient, a recipe for wasting
precious cognitive and creative cycles.”
(Candy, 2006q, p. 14l)

9.2.3. Collaborative
knowledge and facilitation

From our research, we found that the facili-
tation could influence the participants expe-
rience during a session, both positive and
negative, and consist of both verbal and
non-verbal communication. “Facilitation is
concerned with encouraging open dialogue
among individuals with different perspectives
so that diverse assumptions and options may
be explored.” (Hogan, 2002, p. IO).

An essential aspect of these sessions is the
involvement of different and sometimes
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diverse stakeholders. This requires a language
for different situations of communication,
depending on the purpose. Discussed in the
literature review, design-based tools can be
used to assist in creating a common language
between the stakeholders.

The considerations of a design-based appro-
ach to facilitate the communication can be
discussed in relation to knowledge transfer
that is moved across boundaries: “Know-
ledge transfer in organizations is the process
through which one unit (e.g., group, depart-
ment, or division) is affected by the experi-
ence of another.” (Argote & Ingram, 2000,
p. I151). Knowledge transfer in Collaborative
Envisioning Sessions occurs between the faci-
litator and participants (one way and two-
way) and between participants (two-way).
The knowledge transfer is concerned with
how knowledge is translated into practice:
“Translating knowledge involves processing
new knowledge, interpreting it according to
the needs and interests of a specific organi-
zation and transforming it into forms that are
more suitable for the specific organizational
context of application.” (Simeone, Secundo, &
Schiuma, 2017, p. 6). A mechanism for transla-
tion is boundary objects that can assist that
facilitation of a collective knowledge transfor-
mation process (Carlile, 20092).

“Design as a translation mechanism can be
seen in accordance with two perspectives: on
the one hand as a quasi-linear movement
across various stages of design (i.e., a designer
who translates his/her idea into a sketch)
and, on the other hand, as a more complex
and ambiguous interactions and negotiations
among various stakeholders and partners.”
(Simeone et al., 2017, p. 8)

Reflection

The scenarios presented function as the star-
ting point from where the participants are
facilitated in collectively creating a common
understanding by contributing with own refle-
ctions and knowledge. The knowledge trans-
lation is, in this case, concerned with the more
complex interaction described by Simeone
et al. (2017). In the Collaborative Envisioning
Session researched, boundary objects during
the facilitation are used for the participants to
frame the discussion by using graphic tools and
visuals with references to the future scenarios.
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Reflection on the learning goals
O

During our thesis semester, we have acquired
subject-relevant learning competencies, skills,
and knowledge, and thereby should have met
the learnings goals described. We worked inde-
pendently, to identify problem areas and ade-
quately address problems and opportunities
for the Collaborative Envisioning Session. We
applied appropriate methodological approa-
ches and knowledge about design theories and
methods that focus on the design of advan-
ced and complex product-service systems
to explore, analyze, design, and represent a
concept for optimization and a concept for
future development. We learned to indepen-
dently take responsibility for own professional
development and specialization and be able
to master design and development work in
complex and unpredictable situations.

Our personal learnings were also achieved.
We collaborated with the Danish Design
Centre (DDC) and learned to corporate with
an organization throughout a service design
process. We collaborated with stakeholders
from different professional backgrounds
and synthesized the insights to create value
in a service context. We gained experience
in gathering insights with use of qualitative
methods and service design. At the end of our
design process, we succeed in prototyping and
testing an idea from the optimization concept
in a real-world context. The postcard was tested
during a Collaborative Envisioning Session,
which resulted in good feedbacks.

Reflection
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This thesis has explored the customer journey
of a Collaborative Envisioning Session orga-
nized by the Danish Design Centre (DDC) by
conducting a design process developing sug-
gestions for optimization of an existing service
offering. Through a service design approach,
the process included both desk research and
field research, which consisted of interviews,
observations, workshops, and service design
methods and tools to assist us in developing a
final solution. The case was used as a means
to address and answer our research ques-
tion of how service design might be used to
explore and optimize the customer journey of
collaborative envisioning sessions.

To answer our research question on how to
explore and optimize the customer journey of
Collaborative Envisioning Sessions, we have
provided an example of how service design
can be used for concrete optimizations.
Basing our research on one case causes limi-
tations of directly applying the optimizations
in other Collaborative Envisioning Sessions.
However, for generalization purposes we have
developed a set of proposals with opportuni-
ties for further research.

We found that even though a participant of
a Collaborative Envisioning Session had an
extremely good experience, shown in the
high emotional journey, it might still not result
in them using the knowledge they gained.
The participants of the Collaborative Envisi-
oning Session had difficulties in continuing
the process after the session. Therefore we
propose that the Collaborative Envisioning
Sessions journey should contain elements that
encourage and increase the capacity of being
able to continue, which could be supported

Conclusion

before the Collaborative Envisioning Session,
during, and after. An overall conclusion of this
thesis is that defining the purpose, between
the service provider and the customer, of
participating in a Collaborative Envisioning
Session is essential as the session should be
customized to support and increase the value
for the customer. This can help the session in
becoming more concrete and relevant for the
customer.

Further, the session consists of divergent and
convergent activities. In the translation of
foresight-based scenarios, the consideration
of tools supporting the experience should
support the divergence of people being able
to explore. Design, art, film, and other methods
were found used as tools in creating future
scenarios with an immersive experience, which
Candy names experiential futures. A conver-
gent activity during the Collaborative Envisio-
ning Session concerns the aspect of becoming
concrete. This can, amongst others, be facili-
tated with the use of boundary objects, which
can be utilized throughout the journey.

Using service design and primarily a quali-
tative approach to explore and optimize a
customer journey while involving the service
provider and customers was found valuable
for the process. It assisted in suggesting how
a Collaborative Envisioning Session can be
explored and optimized. Seeing how the visual
customer journey has provided value for com-
municating a process to people who might not
be familiar with the tool, and how it can be
used for different purposes and evolve during
a process, it provided as a useful tool for exp-
loring and optimizing the service journeys.
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Appendix I: Boxing Future Health Offerings

Offering I: Listen to the Future is a one-
hour interactive, inspirational presentation
usually taking place at the customer and can
be part of a larger theme day, seen in the
case of Copenhagen Health’'s conference
held November (3, 2018, where 450 people
participated (CPH Health, 2019).

O™

il

25-500 { hour
participants  duration

o |
|
Presentation of Group discussion
scenarios, reflection cards and audio and reflection
narratives

W

Exit poll exercise

Figure 64: Journey of the service offering Create the Future. Adapted from text description (Danish Design Centre, 20l/6a)

When an organization wishes to experience
Touch the Future but is not able to be
present at DDC’s office, DDC travels to the
organization with a mobile version of the
scenarios (Danielsen, 20I19).

=, 3-4 hour duration

| |
C T |
DDC travels to the Presentation Introduction to the
participants with scenarios through the
materials from the materials
cylinders

Answer reflection questions after
each scenario

Joint discussion and gathering
at the matrix

Figure 65: Journey of the service offering Mobile Future, which is a mobile version of Touch the Future. Adapted from text

description (Danish Design Centre, 2016a)
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Offering 3: Create the Future is a 3-5 month
innovation process. The course is developed over
two-three sprints, each containing a full-day
workshop taking place at the DDC. The course
is customized according to the participating
organization’s innovation goals (Danish Design
Centre, 2016a). This customization makes it
difficult to generalize the journey in more details
than shown in the figure.

il

10-24 3-4 months
participants duration

Workshop | Workshop 2 Workshop 3 Workshop 4

o I I I '

\4

Similar to Touch the Future

Figure 66: Journey of the service offering Create the Future. Adapted from text description (Danish Design Centre, 2016q)

Appendices 28 / 143



Appendix 2: Scenarios of Boxing Future Health

12.2.1. Most for Most

Despite many changes, the health service still
maintains its position within Danish society.
All citizens have free and equal access to
healthcare although not on all levels due to
economy and prioritizations, and the health
service concentrates around public core
welfare. Changes and new conditions require
adjustments and choices, and Denmark has
chosen the majority. The health care aims
at increasingly improving the average life
expectancy and treatments of public health.
Similarity within health care is important
aspirations thus most patients with the most
common diseases receive the best treatment.
However, even though the Danish health care
has chosen its priorities, the decision affects
Denmark in the sense that the country cannot
be at the forefront of the latest treatments
and health technologies (Steen Svendsen &
Olsen, 2018), p. 24).

12.2.2. Healthyl

The emergence and fusion of genetic
engineering, digitization and Artificial
Intelligence have increased the understanding
and boundaries of what a human is and can
become. The technology forms the basis of
on-going personal health care. To summarize,
the hospitals have been moved into the
home and into the cloud. The public health
service is struggling to keep up with these new
opportunities, but generally has a basic role
as public utilities. The Danish citizen is deeply
occupied to their personal health and takes
advantage of the many new opportunities
regarding prevention, diagnosis, treatment
and performance improvement. However,

Appendices
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new dynamics have led to increased social
inequality in health (Steen Svendsen & Olsen,
2018), p. 26).

12.2.3. Ministry of Root Causes

The Ministry of Root Causes is an essential
part of the health policy. The task is to
eliminate sources of disease, promote sources
of health, and creating healthy framework
conditions for a healthy society. Health has
become an argument for significant societal
changes, and this requires understanding and
coordination across disciplines and sectors.
Not everything has succeeded, but the
direction is clear. Denmark wants a healthy
society. Environment, working life, traffic, food
production, life patterns, close relationships
are integrated together, health concerns are
manufactured into all policy areas and are an
important driving force in the development of
society (Steen Svendsen & Olsen, 2018), p. 28).

2.2.4. Health Bazar

Health is about more than the body and the
absence of disease. It concerns life itself, and
people are searching for meaning. From many
perspectives, the narrow and questioning
view of disease in the classic biomedical
health paradigm is addressed. The result
is not a whole new paradigm, but a noisy
bazaar of divergent and rival approaches.
The health-conscious citizens are trying to
orient themselves in the many directions,
but also with an increasing acceptance that
health and illness are probably a lifelong
learning process without clear answers (Steen
Svendsen & Olsen, 2018), p. 30).
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12.2.5. Description of the
Cylinders in Boxing Future Health

The black cylinder: This scenario is called
"Health Bazar”:

When you enter the black scenario, it is
decorated with a lot of shelves. On the shelves
there are various things that most people do
not know what is or to use. You can see an
example of the shelves in figure___.

Figure 67: Inside of the 'Health Bazar’ cylinder

When the participants entering the scenario
are the room inside the cylinder completely
dark. When everyone is inside, the sound file
with the persona talking starts and while it is
playing there are different lights that switch
on and off. The lamps shine on the different
shelves and make people look in the different
directions. During the act are the participants
welcome to touch the different things from
the shelves. When the sound file is finish goes
the participants out of the cylinder again.

Appendices

The pink cylinder: This scenario is called

"Ministry of route courses”:

When you look into the pink cylinder you see
a lot of pink pillows on the floor, a large mirror
with a light chain around the ceiling and three
small surveillance cameras hanging down. In
figure __ you can see a picture of it.

Figure 68: Inside of the 'Ministry of Root Causes’ cylinder

When the participants enter the scenario,
inside the cylinder there is a soft light from
the light chain and the participants are told
that they must sit well in the pillows. Then the
sound file with the persona talking starts and
the participants can while listening laying and
look themselves in the mirror. When the sound
file is finish goes the participants out of the
cylinder again.
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The gray cylinder: This scenario is called
"Most for Most”':

The gray cylinder contains a large swing door.
In each door in the swing door there is a small
window so the participants can look into the
next swing door room. An example is shown in
figure ___. Four different places on the cylinder
wall are hanging a small note. On the first note
iswritten "examined”, on the next "treatment”,
and then "cured” and finally "printed”.

Figure 69: Outside of the 'Most for Most’ cylinder

When the participants enter this scenario they
have to walk around in the swing door and
while the sound file with the personas plays
they have to keep walking around. When the
sound file is finish goes the participants out of
the cylinder again.

Appendices

The blue cylinder: This scenario is called
"Healthy I”:

Inside the blue cylinder, there are 5 blocks in
the middle of the floor and on the wall around
it is played a video with a lot of pictures. The
pictures are for example pills, needles, etc.
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Figure 70: Outside of the 'Healthy I’ cylinder

When the participants enter the blue scenario,
a lot of pictures are played in a video on the
cylinder wall. Participants are asked to keep
going while standing on a block in the room.
The audio file with the personas playing and
when is played the participants go out again.
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MOST FOR MOST

Keywords
Consensus, acceptance of limits for treatment, stability,
efficiency, prioritization, security.

Understanding of iliness / health

Health is the absence of disease, illnesses are a condition
and can affect anyone.

Society must provide treatment within budget.

Organisation of health care

Health is part of the core public welfare and the health
care system is a safety net that makes citizens feel secure.
Experts strongly and professionally prioritize new drugs
and treatment options to ensure the widest possible
consideration within the framework of a reasonable
economy (Svendsen; Olsen, 2018, p. 25).

OO
OO OO

HEALTHY |

Keywords

Health  technology interest and breakthroughs,
individualisation, market driven, dynamics, individualised /
personal approaches, digitisation, globalisation.

Understanding of iliness / health

Health is the greatest possible bodily and mental well-
being. It is a personal project and the individual’s
responsibility to keep healthy and to use the many
technological opportunities in the market to strengthen
itself physically and mentally.

Organisation of health care

The commercial healthcare market is growing rapidly
globally, digitally and dynamically. The public health
service draws on innovation power in the commercial
market, but primarily carries out basic and emergency
tasks and is comparable to other public utilities (Svendsen;
Olsen, 2018, p. 27).

Appendices

MINISTRY OF ROOT CAUSES

Keywords

Framework for health and disease, health as a social
responsibility and a broadly rooted culture, comprehensive
thinking and advanced prevention.

Understanding of iliness / health

Health and disease occur with the individual, but there
is consensus that the basic is a product of the framework
conditions. Society must fit people, not vice versa, including
food, working conditions and constructive social relations.
Breakthroughs in epigenetics, big data and Al characterise
the development.

Organisation of health care

MORC is at the forefront of policy development and
health policy considerations are managed in all policy
areas. Big data, Al and involvement of municipalities, local
communities, companies and volunteers help to anchor
and create development (Svendsen; Olsen, 2018, p. 29).

HEALTH BAZAR

Keywords
Increased awareness of health, new paradigms
challenge the biomedical paradigm, search for meaning,
individualism, global, digital grassroots, networks and
suppliers.

Understanding of iliness / health

Health and iliness is about more than the body, it is about
life. We look for meaning, wholeness and coherence.
The biomedical paradigm is challenged by many new
approaches, many parallel existent responses that create
fragmentation, tension and conflicts.

Organisation of health care

Public health services are challenged and complemented
by alternative approaches. There is a multitude of health
services at grassroots level in civil society and on the
market. New health paradigms are formed with associated
networks, communities and movements (Svendsen; Olsen,
2018, p. 3l).
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Appendix 3: Audio Files
O

During our knowledge exchange meetings,
interviews and workshop, we have audio recor-
ded our conversations. To get access to the
audio files use this link

Danielsen, I: Knowledge exchange meeting
with Anne Danielsen, the DDC January (8, 2019

Danielsen, 2: Knowledge exchange meeting
with Anne Danielsen, the DDC January 30,
2019

Gry Striegler, I: Knowledge exchange meeting
with Sara Gry Striegler, the DDC February 2,
2019

Gry Striegler 2: Knowledge exchange meeting
with Sara Gry Striegler, the DDC March 13, 2019

Tauber: Semi-structured interview with Char-
lotte Tauber, Molecule Consultancy March 25,
2019

Vorre Stremstad: Semi-structured interview
with Grisja Vorre Stremstad, University College
Copenhagen March 28, 2019

Hornum-Stenz: Semi-structured interview with
Katrine Hornum-Stenz, University College
Copenhagen March 29, 2019

Dupont Heidemann: Semi-structured interview
with Louise Dupont Heidemann, University
College Copenhagen March 29, 2019

Danielsen and Winther: Ideation workshop
with Anne Danielsen and Sidsel Winther, the
DDC April 8, 2019

Danielsen, 3: Expert validation meeting with
Anne Danielsen May (3, 2019

Appendices
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https://drive.google.com/drive/folders/1WY70rqwMPIATWCkwwt4HjhJO2rJRwFBV?usp=sharing

Appendix 4: Consent Forms
O

12.4.1. Consent Form signed by Charlotte Tauber

Service Systems Design, Aalborg Universitet Kebenhawn,

SAMTYHKKEERKLERING

Angaende brug af billeder | sludegruppens speciglerapport, Google Drive, workshops, brugertests,
sller zndet eksteml malrettet informativt maleriale.

| ovenstdends sammenhz=nge vil vi som sludiegruppe geme have rrulighed for at anvende billeder af
digfer, enten som situationshillader eller portreetter {hvar ansigtstrek er pdelige).

Billedar kr=wver en skrifilig tlladelse (samiykkeerklering), som vi vil bade jer om al give, hvis | skulle
kunne opitraade | vvennsvnte sammenhaenge.

Jeghi_CHAR L2 TwsE. 1 We et und

Giver herved dags dalo samtykke til, a1 poriracibilleder af migles Kan anvendes | ovennasynts
Sammenhssnge.

Dato: E-E_;_" S Q'-

o

underskrift

Etiske regler

Studiegruppen har ud over ovenstaende retningslinier indfart st szet etiske regler vedr, brug
af hilleder i den endelige rapport.

Wed valg al folo skal studiegruppen vurders billedet ud fra falgende regler

1. Fotoet skal vise noget om specialets emne/konflikt eller hvordan personen/personer
interagerer med det

2. Fotoet ma ikke vurderes som ydmygende eller kraznkende pa personeme

3. Fotoet ma ikke kunne skade personen nu eller pa lzngere sigt

4. Der skal tages hensyn il perscnens religion og kultur

3. Der skal sia i rapporten at billederne ikke mé bruges i andre sammenhaenge
6. Hvis personen eller pararende snsker det, skal fotoet flemes hurtigst muligt
7. Alle skriftlige tilladelzer kan til enhver tid skriftligt trekkes tilbage
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12.4.2. Consent Form signed by Grisja Stremstad

Service 3ystemns Design, Aalborg Universitet Kebenhavn,

SAMTYKKEERKL/ERING

Angaends brug af billeder | studiegruppens specialerapport, Gonogle Drive, workshops, brugenests,
aller andel ekslamt malrettet informativl materiale.

I ovensldende sammenhsngs vil vi som studiegruppe geme hava mulighed for at anvende billeder af
digijer, enten som silualionshilleder eller portraceller (hvar znsigtstrek er bydalige).

Billader kraver en skrilllig liladelse (samtykkeerklzering), som vi vil bede jer om at give, hvis | skulle
kunme oplrazde | ovennzvnte sammenhizenga.

Jeghi Lé;if?ﬁ"ﬁ S%M o {Qﬂ

Giver herved dags dato samitykke til, al porirsstbilleder af miglos kan anvendes i ovennaswnle
sarmmenhEnges.

Daic-:zgf g Zﬁfﬁ

__(::572(_7):: :;fh{ '@W@
7 : oG

underskrift

Etiske regler

Studiegruppen har ud over ovenstaende retningslinier indfart et sest etiske regler vedr. brug
af hilleder i den endelige rapport.

Ved valg af foto skal studiegruppen vurdere billedet ud fra felgende regler:

1. Folpet skal vise noget om specialets emnekonfiikt elle: hvordan personens persongr
interagerer med det

#. Fotoet ma kke vurderes som ydmygende eller krsnkende pa personema

3. Fotoet mé fkke kunne skade personen nu eller pa lengere sigt

4. Der skal tages hensyn fil personens religion og kultur

5. Der zkal st3 i rapporten at billederne ikke ma bruges | andre sammenhzaznge
8. Hvis personen eller parerende pnsker det, skal fotoet flemes hurtigst muligt
7. Alle skriftlige tilladelser kan til enhver tid skriftligt treekkes tilbage
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12.4.3.

Appendices

Consent Form signed by Katrine Hornum-Stenz

Service Systems Design, Aalborg Universitet Kabenhavn,

SAMTYKKEERKLERING

Angaende brug af billeder | studiegruppens specialerapport, Google Drive, workshops, brugerests,
eller andel ekstarmnt makrettet informalivi materiale.

| avenslaende sammenhaznge vil vi som studiegruppe geme have mulighed for at anvends billeder af
digfer, enten som silualionsbilledar eller porlraciler (hvar ansigistrek er lydelige).

Billeder kreever en shrilllig tiladelse {samitykkeerhlzening). som vi vil bede jor vm at give, bvis | skulle
kunne oplrsmds | ovennswnte sammenhsngs.

e LESRINE. Hoom STEA 2

Giver herved dags dato samiykke til, al porirsstbillader af mig/os kan anvendes | ovenneswnls
sammenhEnge.

underskrift

Etiske regler

Studiegruppen har ud over ovenstaende retningslinier indfert et szt eliske regler vedr. brug
af billeder | den endelige rapport.

Wed valg &f foto skal studiegruppen vurdere billedet ud fra fulgende regler:

1. Fotoet skal vise nogel om specialets emnefkonflikt eller hvordan personen/personer
interagerer med dat

2. Fotoet ma ikke vurderes som ydmygende aller krnkende pa parsoneme
3. Fotoet ma ikke kunne skade personen nu eller pa langere sigt

4. Der skal tages hensyn til personens religion og kultur

5. Der skal sta i rapporten al billederne ikke ma bruges i andre sammenhaenge
8. Hvis personen cller parerende ensker det, skal fotoet flemes hurtigst muligi

7. Alle skriftlige tilladelser kan fil enhver tid skriftligt treekkes tilbage
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[2.4.4. Consent Form signed by Louise Dupont Heidemann

Service Systems Design, Azlborg Universitat Kabenhavn, _

SAMTYKEEERKLERING

Anpasnde by af billader | sludiegruppens specialerapport, Gaoogle Drive, workshops, brugeriests,
eller andet ekstemt malretter informativ materiale.

I ovenslaende sammenhaenge vil vi som studiegruppe gerns have mulighed for at anvende hilleder af
digfjer, enten som situationsbilleder elier portratter {hvor ansigislrask er tydelige).

Billeder kraever an skriftlig tiladelze (zamilykkearklasing). som vi vil beds jer om al give, hvis | skulle
kunne optreede | ovenngvnie sammanh=nge,

ssgvi Lowi¥  Heidi mann i

Giver herved dags dale sameykke L, gt porirzibilleder af miglos kan anvendas i ovennawnte

sammenhaenge.
Dato: 291 5 - ]ci

ra v ]
_%{A—-:. l I ‘I‘-_.h_-_F
underskrift
Etiske regler

Studiegruppen har ud over ovenstaende retningslinier indfart et st etiske regler vedr. brug
af billeder i den endalige rapport. :

Ved valg af foto skal studicgruppen vurdere billedet ud fra felgends regler:

1. Fotoet skal vise noget om specialets emnefkonflikt eller hvordan personenpersoner
interagerar med det

2. Fotoat ma ikke vurderes som ydmygende eller krnkende pa personerns

3. Fotoel ma ikke kunne skade personen nu eller pa lEngere sigt

4. Der skal tages hensyn il personens religion og kultur

+. Der skal sta i rapporten at billedeme ikke ma bruges i andre sammenhaenge
B. Hvis personen eller parprende ensker det, skal lotost fiernes hurtigst rmuligt
7. Alle skrillige tilladelser kan til enhver tid skriftligt trackkes tilbage

138 / 143
Appendices



12.4.5. Consent Form signed by Anne Danielsen

Service Systems Design, Aalborg Universitet Kebenhavn,

SAMTYKKEERKLERING

Angaende brug af billeder | studiegruppens specialerapport. Google Drive, workshops, brugertests,
eller andel eksiemt malnsttst informativt materiale.

| owgnsldends sammenhange vil vi som studiegruppe geme have mulighed for al anvende billadar af
digiler, enten som situationsbilleder elier portracller (hrvor ansigisirak er tydelige).

Billeder krmvar &n skriftlig tilladelss (samtykkeerklzenng), som vi vil beds jer om at give, hvis | skulle
Runne oplraede | ovennsvnte sammenh=nge.

Jaghi }‘m’ e WI'L! AL SN i

Giver herved dags dalo samibykke til, at porfrstbilleder af miglos kan anvendes | ovennssyvnte
sammenh=nge. ’

Diako: E, .l'[-'l LJ',CI

Ak

unklerskrill

Etiske regler

Studisgruppen har ud over ovensticnde retningslinier indfart ef sat etiske regler vedr. brug
af billeder i den endelige rapport.

Wed valg af foto skal studiegruppen vurderes billedet ud fra felgende regler:

1. Folost skal vise noget om specialets emnefkonflikl eller hvordan personsn/personer
interagarer med def

2. Fotoet ma ikke vurderes som ydmygende aller kreenkende pa personeme
3. Fotost mé ikke kunne skade personen nu eller pa l&2ngere sigt

4. Der skal tages hensyn bl personens religion og kultur

5. Der skal sia i rapporten at billederne ikke mé bruges | andre sammenhznge
6. Hvis personen eller parerende @nsker det, skal foloel fiernes hurtigst muligt

7. Alle skriflige tilladelzer kan til enhver lid skriftligt tr2kkes tilbage
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12.4.6. Consent Form signed by Sidsel Winther

Bervice Systems Design, Aalborg Universitet Kabenhavn,

=

SAMTYKKEERKLERING

Anpasnde brug af billeder | studiegruppens specialerapport, Google Drive, workshops, brugertests,
eller andet eksternt malrellel nformativt materiale.

I ovenstdende sammenhzenge vil vi som studisgruppe geme have mulighed for at anvende billeder af
digfjer, entan som situationshilleder eller portraetter (hvar ansigtstrask or lydelige).

Billedar kraaver en skriftlig tilladelse (samtykkeerklaning), som vi vil bede jor om al give, hvis | skulle
kunme cptrasde | ovennavnle sammenhsEngs.

Jeghi ﬁd}’b: Lﬁu"r : l‘lr s

Giver herved dags dato samitykke W, 2l porlrelbilleder af miglos kan anvendes | ovennazwnte
samrmenhzEnge.

Diata: J.‘ ‘EII'

’f,_.-'l /
Vﬁw{{ W uwl:pt i
T

undefsknﬁ

Etiske rogler

Studiegruppen har ud over ovenstaende retningslinier indfart et szl eliske regler vedr, brug
af billeder | den endelige rapport.

ed valg af foto skal studicgruppen vurdare hillede! ud fra felgende regler:

1. Fotoet skal viss noget om specialets emne’konflikt eller hvordan personanpersoner
interagerer moed det

2. Fotoet ma ikke vurderes som ydmygende eller kraznkende pd personsme
3. Fotoet ma ikke kunne skade personen nu eller pa l=ngere sigt

4. Der skal tages hensyn til parsonens religion og kulbur

2. Der skal std i rapporten al billedeme ikke ma bruges i andre sammenhzenge
B. Hviz personen eller pararende ansker det, skal fotoet fliernes hurtigst muligt

7. Alle skriftlige tiladelser kan til enhver tid skriftligh Irskkes tilbage
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Appendix &: Figure 7

Touch the Future

O™

First contact be-
tween co./ org.
and the DDC

The DDC contacts

the org. and tells

about Boxing the
Next

Org. rings/writes
mail to DDC about
interest

Here is clarified:

- the purpose of the
workshop

- date / time / place
- price

- Reflection questions
- co-worker participat-
ing

- number of
participants

Appendices

Meet with the
DDC and org.

The DDC invites and sets up|
a meeting with contact
person from org. if they

need to hear more about
Boxing the Next

Some org. requests

a meeting to hear

more about Boxing
the Next

Playbook

The DDC writes a
playbook containing
the process for the
workshop

Org. receives a
playbook,
approves it or
comments on cor-
rections

Here is clarified:

- Create an overview of
the workshop / lecture

- Align expectations
between co./org. and DDC|

Invitation to
workshop

- layout and write invitation
-send to org.

- approve invitation
- Send to participants

Preparation to
workshop

- layout, print, cut
reflection cards

- Shop for the “food
stations”/order lunch

- prepare workshop area
- create slideshow

The DDC gets the

last things done

before the work-
shop

“Food
stations”

Greet the participants

- deltagerne oplever de 4
“mad stationer”

- Det meste for de fleste (kaffe)

- Ministry of Rout (s k)

Presentation

- Who are we? The DDC?
- Background of

Boxing Future Health

- Explain the 4 scenarios
- Reflection cards is given
and presented

Participants experience
the 4 “food stations”

e o

S [ tag)
- Health bazar (juice/soda)
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scena

The DDC
and tells a

In groups of

experience the

1. Groups are distributed

scenarios.

2. Short presentation of th

3. The participants enter t

audio file vith the 3 persor
to il ut refiecti

5. Continues to the next sc



Journey

DDC

Organization

Purpose/outcome/

physical/ non-physi-
cal

guides

5-6 they
4 scenarios

mong the 4

ario and the.
1as s played.

Group
exercise

The DDC walks around
listening to the different

groups and helps them a
little on the way

Participants are placed
in groups of 4-5

- With @ matrix on the table, the
publishers must talk about their
reflection cards and arrive at the
‘advantages and disadvantages of
their co./org. in the 4 scenarios

Appendices

DDC listens to the different

groups and
asks questions

| participant from each

group presents the pros

and cons they see in the
4 scenarios

Matrix
exercise

DDC hands out post-it's and
asks the participants:

- Where do you expect we
are in the future

- How do you hope we are in
the future?

Places post-its for the
two questions

Put new thoughts
into the minds of
the participants

and let them
show what they
think

Discussion/
questions

- Talk about choice of
placement of post-it
- Ask questions to the
participants

- Listen

- Talk about choice of
placement of post-its
- Ask questions to DDC
- Listen

Let the
participants
show their mean-
ings and attitudes

Workshop
over
(networking)

Networking

- Talk to participants

- Talk to DDC and other
participants

That DDC will
reach out to even
more

Clean up

NPS sent off
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Appendix 6: Product Report
O

The Product Report begins on the next page.
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1

Introduction

This product report is created as part of our thesis project with the
purpose of presenting the final service concept developed through
a design process, described in the process report. The project was
conducted from February to May 2019 by Ida Hee Seemod, Josefine
Hassinggaard Skram, and Sara Hauritz Jergensen in collaboration
with the Danish Design Centre (DDC). The product report is a
deliverable to the DDC.

The thesis is based on the case Boxing Future Health, a project
developed by the DDC, where future scenarios, based on foresight
and design, are used as a method for organizations to work with the
future. It consists of four future scenarios involving Danish healthcare
in 2050. Boxing Future Health has three service offerings, and one
of them is a Collaborative Envisioning Session.

We define the term Collaborative Envisioning Session as a workshop
with activities providing the context (setting and tools) for collectively
envisioning or imagining how something might be in the future. This
product report explores the concept of Collaborative Envisioning
Sessions offered by the DDC and explores how the customer journey
can be optimized through service design.

This product report will shortly introduce the project approach and
our findings, which led to our final service concept. We will present

O™

the service concept, which is built upon the current journey of the
Collaborative Envisioning Session, and further present how it will
provide value for both the service provider and the participant.
Lastly, we will present some future considerations for Boxing Future
Health and how it could be distributed in a couple of years when the
project has matured and become standardized.
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2.
Project Approach
O

Through our design process, we have used the Double Diamond as 18.01.2019 30012019  21.02.2019 13.03.2019 95.03.2019  98.03.9019  29.03.20(9
a framework for our design process. Qualitative methods and tools Desk Research

such as observation, interviews, and knowledge exchange meetings
were used to a larger extent than the quantitative methods, which s s s s

only consisted of an evaluation of NPS surveys conducted by former R (.. vics [ ircerview vith [ ineriew with
participants of the Danish Design Centre’s (DDC) Collaborative — - s - _— - —
Envisioning Session.

Observation of a
Collaborative
Envisioning
Session

Semi-structured
interview with
ucc

Figure I: Research activities
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Project Context
O

By using these methods and tools, some findings were discovered and
categorized in two themes; Enable/Empower and Experience, which
both involves improving and optimizing the DDC's Collaborative
Envisioning Session (see Figure 2).

Enable/Empower: The participants should, to some degree, be able
to continue the process of working with the future.

Experience: The participants’ experience during the session is
related to the facilitation conditions and concerns how the Danish
Design Centre (DDC) is going to continuously improve the overall
experience of the Collaborative Envisioning Session journey.

Through the design process, we found that the Danish Design
Centre’s (DDC) Collaborative Envisioning Session has its limitations
for its participants to take action afterward. Since the DDC is
already offering a longer innovation course where the Collaborative
Envisioning Session is only one part, we are aware that the current
Collaborative Envisioning Session should not offer the same result
for the participating organizations.

3
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Schedule breaks, comply with
Challenge of disseminating

them, separate workshop
o space and break space, and
and fiescrlbmg the fut‘ure Establish a purpose and objectives  express them clearly, to avoid . -
scenarios and the experience for participating to frame a common lack of engagement and Arriving c:r?d finding t.h_e DDC
to other people due to ‘the purpose. Opportunity for the DDC motivation. can resultin the part|C||:?c1n_ts
abstract macro scenarios. to follow-up on the participating being stressed when beginning
organization after the Collaborative

the session, being late, perhaps
miss some of the activities, and
thereby affect the participant’s
overall experience.

Envisioning Session and to affect the
outcome and impact.

/]

Disseminating
the experience

Arrivi
Working with rriving
the future

Purpose and Data
outcome collection
Sense of Methods
urgency and tools

Vv

A4
Interest in implementing the
learning from the Collaborative
Envisioning Session into the
rest of their organization by

Opportunity of gather
and save data from
the Collaborative

Envisioning Sessions.
. \Z4 Challenge of time
Opportunity for the and methods to track
themselves, but challenged. DDC of motivating the Adapt methods and tools e ot
Opportunity for the DDC to participants by identifying from the Collaborative anduploadtne data
extent the process with Create their sense of urgency Envisioning Session for
the Future.

manually.
and communicate it participating organizations

throughout the session e.g. to use further. Opportunity
with relevant example to for the DDC of support in
concretize it. using the tools properly
Figure 9: Themes with instructions and

guidelines. 12



3.1. Stakeholders

A stakeholder map is shown in Figure 3. Stakeholders can be
described as groups of individuals who could be involved both
direct or indirect, e.g., users or communities, and has the power
to influence, or is influenced by the stakeholders one is engaging
with (Dam & Siang, 2019; Newcombe, 2003). A stakeholder map is
a visualization of the stakeholders put into a map or system which
is developed according to specific prioritizations (Stickdorn et al.,
20I8). Furthermore, we have illustrated the information flow from
the participants to the rest of the organization they are working in,
and finally who the organization can affect.

The stakeholder map is structured within three levels, “Primary,”
“Secondary” and “Indirectly Affected” in order to differentiate
the importance of the influential stakeholders. The center of the
stakeholder map holds the DDC’s Collaborative Envisioning Session.
The “Primary” category represents the participants of the DDC's
Collaborative Envisioning Session, whom are generally leaders and
managers in organizations operating in the healthcare.

The “Secondary” category contains the rest of the organization who
will have to know about the Collaborative Envisioning Session from
their leaders and managers. The “Indirectly Affected” category
represents the stakeholders who are not directly interfering with or
influencing the Collaborative Envisioning Session. It involves people
and organizations who have not participated or worked on any
projects that originated from it. However, their workplace or job
position can still be affected by any of the previously mentioned.
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Figure 3: Stakeholder map
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3.2. Customer Profiles

The service is targeted towards organizations (B2B)
that are operating within the healthcare industry
(Danish Design Centre, 20I19c), such as hospitals,
educations within health care, and medicine. All these
organizations have their own target group and end
users, such as patients and relatives, which can also
be affected by the Collaborative Envisioning Session.
So even though the DDC targets specific participants
when organizing the session, it still affects multiple
individuals or citizens. The participants are usually
chiefs and leaders with higher influence in the
organization, averagely between 33-55 years old, and
a close to equal division of men and women.

The people participating in the Collaborative
Envisioning Session will be there in a work context,
as employees. The context of the experience and
the value might, therefore, differ from their role as
private people. However, since it is the same person,
emotions of experiences canremainthe same. Besides
is certain characteristics also found in customers’
behavior. These features are presented in three
customer profiles, seen in figure 4, which can provide
an impression of the behavioral characteristics of the
customers.

The Decision Maker

The Coordinator

The Participant

Job Position Work Pattern
@ « Tob manaaer in an oraanization @ « 803 of working tasks consists of meetings
P 9 9 « Takes full responsibility for major decisions
« Often not present at the office
Skills

« Accustomed to thinking ahead
* Has a clear overview
« Disseminating important information

Job Position Work Pattern

= Works to assist the Decision Maker @ = 808 of working assignments consists of meetings

= Have long working days
«» Often not present at the office
Skills « Check the employees’ calendar frequently

= Takes full responsibility for major decisions
» Has a clear overview
» Able to have a lot on one’s plate

Job Position Work Pattern

53 Works concrete to achieve goals
508 of working consists of meetings
Responsible for minor decisions

Manager in a department

Skills Gains new knowledge through lectures and

traditional presentations
{é} Disseminating important information

Figure 4: Customer Profiles



3.3. Design Brief

This section shortly presents the problem, whom we are designing
for, the goal of a potential outcome, and how we want to achieve

this goal.

Goal

e Ourgodlis to create a set of
guidelines together with a service
concept, which can help the
DDC improving and optimizing
the customer journey of the
Collaborative Envisioning Session,
which should contribute added
value for the customer’s experience
and support in their further work.

How

e By optimizing the
customer journey of the
Collaborative Envisioning
Session with touchpoints
that support the
participants’ experience
and enable them in their
further work

Problem We Know
o The abstract future scenarios are not e There can be three alternative after-phases
translated into concrete actions » The participants have difficulties disseminating
 Theme: Create a sense of urgency the experience
e That it does not reach out to the rest of e The future is abstract to work with
the organization and thereby does not e The DDC does not follow up on any of the
have any effect former participants after an ended session.
e Participants from the Collaborative e Participate in a work context as employees
Envisioning Session are not continuing in » The DDCis interested in moving the customers from the

Create the Future

Want to Avoid
The DDC and the
participants spending
too much money
and resources on
maintenance
That the participants
forget about Boxing
Future Health.

Collaborative Envisioning Session to Create the Future

Behaviors Designing for
No one feels responsible for taking the e C-level leaders
task working within the
Three months after the Collaborative healthcare who
Envisioning Session, former participants has not yet been
have difficulties remembering the journey participating in
of the session. the Collaborative
Most of the participants are not used to Envisioning Session

work with the future within their workplace
and abstract thinking in general.



|

The Service Concept

The service concept is built upon the existing Collaborative
Envisioning Session offered by the DDC, as illustrated in Figure 5.
The new concept consists of three ideas for optimizing the current
Collaborative Envisioning Session journey by adding steps to the
existing journey. The ideas with included steps are:

#1 Pre- and post meeting
#2 Postcard to future self
#3 Four simple slides

Figure 5: Showing how the new concept is placed
on the existing

O™

The journey in figure 6 shows the current journey with the new steps
added, which are highlighted in yellow. The optimization concept
proposed addresses the problem of limiting the challenge for
organizations to take action. The suggested optimizations can
benefit the DDC in the short implementation perspective, being low
in cost, and not too extensive in time resources. The purpose of the
new concept is to support the best opportunities for the participants
in working further with the future by enabling and empower them.
Further, the participants’ experience during the session is related to
the facilitation and the purpose. This is reflected in the concept and
described as general considerations of Collaborative Envisioning
Sessions in the following.
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4.1. #1Pre- and Post-meeting

This idea concerns the following steps in the journey: Pre-meeting,
Presentation, Sum up, and Post-meeting, seen in Figure 7 and
highlighted in yellow. The Pre- and Post meetings are meetings
between the coordinator and the facilitator from the DDC.
The purpose of conducting these meetings is to substantiate
the importance of working with the future and establish the
organization’s purpose of participating, which can be followed and
evaluated through the journey. Further, more responsibility has to
be imposed on the customer, thereby making them feel obligated
to continue working.

The first new step shown in the journey is Pre-meeting. Due to the
chosen scale of the journey visualized, the Pre-meeting is shown
in more detail with the journey in Figure 8. At the meeting, the
facilitator and the coordinator collectively establish a purpose and
goal of participating in the Collaborative Envisioning Session. The
coordinator must select an employee who takes responsibility for
ensuring that the work of the session continues afterward. The DDC
should create a “sense of urgency” for the customer. Perhaps discuss
the choice of external speakers.

To assist the meeting, we propose a Travel guide tool that can be
used during the meeting. The Travel guide contains questions, which
should be answered during the Pre-meeting and questions, which
should be answered at the Post-meeting. During the Presentation,

the participants are introduced to the content of the Travel guide,
as illustrated in Figure 8 and during the sum up shown in Figure |O.

Currently, the only participant evaluation that the DDC receives is
the NPS (Net Promoter Score), which are mailed to the participants
within a week. Though the DDC scans them for comments and can
follow the rated score as an indicator of the experience, it does not
provide insight into whether or not the customer is continuously
working with the scenarios. Therefore, we suggest the Post-meeting
to help the DDC to explore if the organizations have continued
the work, and what made it (im)possible, what the challenges of
continuing the work might be, and perhaps arrange an extended
course with the DDC. A detailed journey of the Post-meeting is
shown in Figure II.

The Travel guide was prototyped with illustrated mockups to propose
how they could be materialized. The mockups are shown in Figure 2.
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Figure 12: Mockup of travel guide
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4.2. #2 Postcard to future self

This idea concerns the following steps in the journey: Postcard
exercise, Postcard receive,and Postcard send. The purpose of adding
the postcard to the Collaborative Envisioning Session is to provide
the participants and the coordinator an opportunity to reflect on
the learning and their future goal. The steps are highlighted in
yellow in Figure I3 on the next page.

The participants are selecting and writing a postcard to themselves
with pre-determined sentences to answer, as shown on the mockups
in Figure 16. The Postcard exercise steps are shown in more details in
Figure I4. This is included as an activity during the session and not
as something they can do afterward, where the participants might
be eager to get home.

In the steps Send the postcards and Receive the postcard shown in
Figure 15, the DDC send the postcard to the participants and the
coordinatorthree months afterthe Collaborative Envisioning Session.
The postcard is a reminder of the session and the importance of
continuing their work, either by continuing by themselves, contacting
the DDC, or contact others for assistance if the organization does
not have the internal capacity.
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Storyboard of #2
Postcard to Future
Self

The Postcard to future
self is also illustrated
in a storyboard (Figu-
re 18) to suggest how
a scenario could play
out with a more per-
sonalized emphasis.

4

Annette is participating in a Collaborative
Envisioning Session at the DDC

During the last exercise “Postcard to future self”,
the participants are asked to choose a postcard
that moves them or awakens reflections

Annette looks at the different postcards and picks
one with an abstract image in bright colours

She reflects upon the predetermined
sentences and writes on the postcard

2 months later

=

The next day

¥

She puts her postcard back on the table and
joins the rest of the group for a final sum up

Annette come home from work and checks her
mailbox where she finds the postcard from the
Collaborative Envisioning Session

First she doesn’t recognize it but are quickly reminded.
She reads the postcard and is reminded of the
inspirations and promises she made to herself

Annette brings her postcard to work and talk with
her colleagues, who also received their postcards

Her workplace starts talking and discussing
about what they have been doing since

Realizing that not much has been done at
the workplace, the coordinator arranges a
meeting to discuss what to do next

They conclude that they need further assistance.
They start preparing for the “post-meeting” with
the DDC.

The coordinator sits down with the DDC and
develops an action plan for their organization

Figure 18: Storyboard of “Postcard to future self”
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4.3. #3 Foursimple slides

The ideaisrelated to the three steps: Presentation, Sum up, and Four
slides. It was found important that the participants are supported
in the challenge of disseminating the scenarios experienced and
disperse them throughout the rest of the organization as this was
an obstacle for continuing working with them. This idea concerns
the steps highlighted in yellow in Figure 19 on the next page.

During the Presentation step, the participants are introduced to
the presentation slides, but it is during the Sum up step, the DDC is
explaining how the slides could be used, as shown in Figure 2I. The
participants will then after the Collaborative Envisioning Session,
receive the slides and be able to present them to others who might
be interested.

To get an overview of the system of the step, four simple slides,
a service blueprint was developed (see Figure 23). The blueprint
assisted us in specifying the details of the front stage and backstage
of the touchpoint, the interactions between the participants and
the service provider and the information flow (Stickdorn et al., 2018).
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Recap from the presentation Outcome from the Collaborative

e Envisioning Session
What is the DDC? ,

2 What is Boxing Future Health? « Topics dicussed
- , e Purpose of
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~"a
= B
&
Slide | Slide 2
Travelling Knowledge learned
Guide
What should the participants use their new
Pl d goal
mq::sbt;nthegoa s ——— gained knowledge for in the rest of their T h a n k yo u
participants organization?
« Person(s) .
responsible
Slide 3 Slide 4 End

Figure 22: Mockup of the Four Simple Slides
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4.4, Value Proposition

To verify how our service concept could assist in improving and
optimizing the Collaborative Envisioning Session organized by the
DDC, a Value Proposition Canvas was utilized. The Value Proposition
Canvas consists of a Value Map describing how the service will
create value for the customer and a Customer Profile that clarifies
the understanding of the customer (Osterwalder, Pigneur, Bernadaq,
& Smith, 2014). The focal point of the canvas is to describe the
expected benefits for the customers provided from the service or
product (Osterwalder et al., 2014). The Value Proposition Canvas
(see Figure 24) helped us in creating an overview of the pains and
gains of our customer segment, how our final service concept could
create value and reducing pain points, and confirm if our service
concept matches with our design brief.
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Value Map

Products &
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Collaborative
Envisioning
Session
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» More guidance and collaboration
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» More concrete in what to do next

a8
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Pain Relievers Q)
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Figure 24: Value Proposition
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5)

The Concept for Future Development

Inspired by one of the industries the Danish Design Centre (DDC)
is operating within, the design industry, we have further suggested
a service concept for future development. The concept involves a
collaboration between the DDC, in particular, Boxing Future Health,
and other design agencies (see Figure 25). According to Anne
Danielsen from Boxing Future Health (Anne Danielsen, e-mail, May
15, 2019), the DDC is partially supported by public funds and can
therefore not engage in distortive activities. This means that when
the DDC is performing an assignment that could be conducted by
a private design agency, the DDC’s payment must be on market
terms, meaning charging the average market price. This business
approach positions the DDC as an attractive business partner for
other design agencies.

However, Boxing Future Health is an original service offering
developed by the DDC and is therefore not in direct competition
with ordinary consulting tasks. Furthermore, the DDC aims at
disseminating the Boxing Future Health method to other design
agencies so similar projects can be conducted by others than the
DDC (Anne Danielsen, e-mail, May 15, 2019).
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Figure 25: Potential collaboration between design agencies and the DDC as stake-
holders in the design industry
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The DDC has already experienced a successful collaboration
between a design agency and its partner participated in the
Collaborative Envisioning Session and would like more of these
collaborations (Danielsen, |, Appendix 3).

A future service concept could be a collaboration between the DDC
and design agencies in order to reach out to more organizations and
thereby create more growth. However, as stated previously by Anne
Danielsen from the DDC (Danielsen and Winther, Appendix 3), it is a
great idea with great potential, but they fear that the Boxing Future
Health is not mature enough for this service concept. By involving
a consultancy, the price of a Collaborative Envisioning Session will
increase. Boxing Future Health is still not established enough and
needs further development, such as more standardization of the
Collaborative Envisioning Session, more simplifications in order to
expeditiously educating a new facilitator, and more publicity before
design agencies would consider investing in it.

Design agencies
BEFORE

Figure 26: Proposed journey for the future service concept

Boxing Future Health

DURING

The service concept might have potential in a couple of years where
Boxing Future Health and the Collaborative Envisioning Session are
more concrete in its setting. By then, more people might be involved
in facilitating, more organizations have participated, and some
might have experienced a positive impact on their organization.

5.1. Suggested Future Service Concept

We suggest the future concept to be approached by firstly establish
cooperation with design agencies. The journey will involve a design
agency and its customer who has established a project collaboration
where Boxing Future Health's scenarios method can be used.

In the before phase the customer is guided by the design agency,
then the DDC will facilitate the Collaborative Envisioning Session,
and the design agencies will guide the participants in working

forward with the knowledge they have gained in the after phase
(see Figure 26).

Design agencies

AFTER
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After a period where this approach has been stabilized, the DDC
can move forward by developing a training program for the design
agencies to facilitate a Collaborative Envisioning Session, which they
can lead their customers through. Furthermore, we propose a Boxing
Future Health digital platform. The purpose of the platform is for the
design agencies to download different tools, such as presentations
about Boxing Future Health, and to rent the mobile scenarios.

The service concept will provide value for both the DDC, the design
agencies, and the organizations participating. It is an opportunity
for the DDC to develop a closer relation to the design agencies, and
for the Collaborative Envisioning Session to increase the reach of
organizations. The design agencies can learn new competencies,
involving future scenario within organizations and be inspired to
learn new facilitation skills. Finally, the organizations participating
will be guided through the entire design process and reassured they
would receive an outcome of their investment.

5.2. Further Considerations

Conducting a quick online research shows an amount of
approximately 40 Danish design agencies in Denmark. The focus
of the design agencies customers should be healthcare for the
scenarios to be relevant, which further limits the market size. Since
the market of Danish design agencies is small, further cooperation
with other consultant agencies could be relevant. This collaboration
is shown in Figure 27. Molecule is an example of a consultant
agency operating exclusively with the healthcare organizations.
Additionally, opportunities for cooperating with major consultant
agencies such as Accenture, Deloitte, or PwC could be explored.
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Figure 27: Potential collaboration between design agencies, the DDC, and consultant
agencies.

5.3. Next Steps

During this project, we have explored and identified some needs
and pain points in the journey of the Danish Design Centre’s (DDC)
Collaborative Envisioning Session. We have added some extra steps
to the journey with the intention of optimizing the journey both for
the participant and the service provider.

When developing the extra steps, we included the DDC for validati-
on and refinement. However, former or potential participants have
not been introduced to this revised journey. Therefore, to continue
this project we find it necessary to test this with the target group for
validating that our service concept will provide value for both the
DDC and the participants.

A test session of the step Postcard to Future Self has already been
conducted in May 2019 but the group will not evaluate the final part
regarding the participants receiving their postcard two months la-
ter. However, it will provide the DDC an opportunity of evaluating
the outcome of the step in around July 20I9. Furthermore, the rest
of the steps are provided with materials, such as the Travel guide
and the postcards, for the DDC to implement, test, and validate the
steps of the journey.
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