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Introduction

» According to Vandermerwe, S., & Rada, J. (1988):

Servitization of Business:
Adding Value by Adding Services

Sandra Vandermerwe

Director, MBA Programme and Faculty Member, International Marketing and Services

* servitization refers to industries using their products
to sell “outcome as a service” rather than a one-off

s a I e = More and more corporations throughout the world are adding value to their core corporate offerings through
services. The trend is pervading almost all industries, is customer demand-driven, and perceived by

corporations as sharpening their competitive edges.

Juan Rada

Director-General and Faculty Member, International Management Institute (IMI), Geneva

Modern corporations are increasingly offering fuller market packages or “bundles” of customer-focussed
combinations of goods, services, support, self-service, and knowledge. But services are beginning to
dominate.

This movement is termed the “servitization of business” by authors Sandra Vandermerwe and Juan Rada,
and is clearly a powerful new feature of total market strategy being adopted by the best companies. It is
leading to new relationships between them and their customers.

Giving many real-life examples, the authors assess the main motives driving corporations to servitization,
and point out that its cumulative effects are changing the competitive dynamics in which managers will have
to operate. The special challenge for top managers is how to blend services into the overall strategies of the

company.

* In this lecture, we look at the “extreme” case of
developing services, in order to learn the implications
that the service element brings for PSS development

Services is dominating the economies of the world
and much of the strategic thinking of business. We
only have to look at the switch in emphasis in
computer technology from hardware to software to
appreciate that more and more corporations are add-
ing value to their core corporate offerings through
services. And in the process many industries and
firms are experiencing a shift in their core business
and revenue generation.

Services is no longer a separate category for managers
to consider, but rather an all pervasive part of their
strategic mission and corporate planning. The best
companies of the future will be those who find ways

of developing services to create and keep customers
and thereby sustain a competitive advantage.

Part of the surge in services is a more holistic
approach by managers to their businesses and their
customers problems. It is no longer valid for either
industries or individual corporations to draw sim-
plistic distinctions between goods and services or
assume they can do one without the other. Most
firms today, are to a lesser or greater extent, in
both. Much of this is due to managers looking at
their customers needs as a whole, moving from the
old and outdated focus on goods or services to
integrated “bundles” or systems, as they are some-
times referred to, with services in the lead role.

Vandermerwe, S., & Rada, J. (1988).
Servitization of business: adding value by
adding services. European management

journal, 6(4), 314-324.
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Learning objectives

« From Ola’s lecture yesterday
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« Methods for service design throughout the development process

 Decision about how to find the best mix between products and services left for Ola’s next

lecture
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Is this a product or a service?




PRODUCT

Customer value is
mainly intangible
Difficult to be mentally
grasped

Customer value is

mainly tangible

» Easy to be mentally
grasped

* Can be produced and
condumed at different
times

* Relitively easy to
understand in its
components (e.g.

physical laws)

Is often produced and
consumed at the same

time

Difficult to understand
In its components
(people, goods,
activities)




Exercise: think about a negative experience you
had with a service, and tell what happened




Product and service development: same thing?




PRODUCT DEVEL VS SERVICE DEVELOPMEN i
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Customer statements are translated
early on into measurable requirements,
conveying the precise description of
what the product does. High customer_»
involvement for the whole development 2\

Customer statements are tacit, ey
embedded in the user context, difficult to | Q\
%o express and 'capture as requirements.
AVAS They can be viewed as needs related to
human goals and intentions. This means
| that often service development is

| ‘conducted in co-creation with customers

o> 5

process is often not necessary; often
limited to the early and late phases

(testing) - . (high customer involvement)
R o P N .




Why may a service
fail?

imgflip.com
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REASON 1: overlooking parts of the service that the customer
does not see (back office)




REASON 2: overlooking the role of people in service delivery




REASON 3: fail'on analysing time, cost and
profitability of the solution developed
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LR&SON 4: fail to understand and communicate the ¢
S ™ between serviEe and product elements
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Origins of service design

» According to G. Lynn Shostack (1982), a service exists in two
states

Potential state: a service may be "stored”. For example, the
potential service of haircutting is stored in the form of a trained
barber.

In its potential state, a service can only be described in
hypothetical terms (or a "blueprint”).

For example, the potential service of haircutting consists of a
series of steps which a barber should perform in a particular
order and manner to yield a particular type of haircut.

Whatever the blueprint for the potential service, the actual state
of the service will almost always deviate in some way.

Unless the deviations exceed some level of tolerance, they will
be accepted as part of the satisfactory execution of the service.

The more complex the service, the more likely the possibility of
significant deviation.

Also, the less specific the blueprint, the more room there is for
deviation.

cnico di Milano At 05:51 02 October 2018 (PT)

How to Design a Service

by G. Lynn Shostack

The difference between products and services is more than semantic.
Products are tangible objects that exist in both time and space; ser-
vices consist solely of acts or processes), and exist in time only. The
basic distinction between ‘‘things’’ and ‘‘processes’ is the starting
point for a focused investigation of services. Services are rendered;
products are possessed. Services cannot be possessed; they can only be
experienced, created or participated ir.

Though they are different, services and products are intimately and
symbiotically linked. A box of cereal, for exanple, inay appear to be a
simple product. But it is the culmination of a very long series of
marketed services and products, beginning with the service of farm-
ing. Or, services and products can act simultaneously to form a larger
entity. A department store is a place in which the service of retailing is
rendered. Yet retailing is not a complete entity without inclusion of
products. A department store’s image and clientele are a function of
both retailing and merchandise, and these cannot be separated
without sacrificing the unique definition of a department store.

Today, while “‘that which is marketed’’ may still be a simple pro-
duct or an unadorned service, it is often a more complex combination
of products and services. And the first step towards rational service
design is a system for visualising this pheno so that services can
be given proper position and weight in the context of any market entity.

The Molecular Modelling Approach

Product/service combinations that form larger market entities can be quite com-
plex. Since they are dynamic and have highly interrelated elements, it is useful to
view them in an organic way, rather than as static bits and pieces. In fact, pro-
duct/service combinations can be viewed very much like ““atoms’” connected in uni-
que ‘“molecular’” configurations.

The molecular analogy has considerable merit. First, it allows full consideration
of service elements as well as product elements. Second, it offers a framework for
identifying and visualising all the parts of any complex market entity. Finally, it sug-
gests the behavioural hypothesis that rearrangement or alteration of any element,
whether by design or accident, will change the overall entity, just as changing the

G. Lynn Shostack, (1982) "How to Design a Service",
European Journal of Marketing, Vol. 16 Issue: 1

,pp.49-63,

https://doi.org/10.1108/EUMO0000000004799
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Service Tolerances

« A deviation within the tolerances wouldn't make any

perceivable difference to the consumer.

« Yet without this control, not only might the uniformity of
the product element suffer (underdone or overdone), but
consumer perceptions of “quality, cost and profits.

« Often, tolerances can be established only after

prototyping with customers.

-
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Service Blueprint

And the ”corner shoeshine” example

CHALMERS

UNIVERSITY OF TECHNOLOGY

« STEP 1: draw “line of visibility”

3223?.%% 1. smusn N Pyre . eure | (front office and- back office) |
TIMES . » For some services these backoffice
30 Sec. 30 Sec. 45 Sec. 15 Sec. processes are important, since a

change in them may change the

@ WRONG service or entity.
COLOR
WAX

- STEP 2: identifying functions

F1. CLEAN 4 . . .
SHOES MATERIALS « STEP 3: identify main error
LINE OF 45 Sec. kiﬁ:m possibilities
t . .
V'S'B'““? - application of the wrong colour of wax
FACILITATING PRODUCTS - . .
| l * An auxiliary, or recycling, process (i.e.,
i FACILITATING SERVICES : .
+ rxm;&mm,but l"“‘"‘—"l‘-—'"': AND PRODUCTS Clean ShOGS) |S ShOWﬂ aS belng
necessacy to performance of | SELECTAND | necessary in order to complete the
e L _SupPLIES | service.

STANDARD EXECUTION TIME: 2 Minutes

. . intercycie Toleranca = 1 Minute
DEVIATION TOLERANCE: 3 Minutes < g rl e S0 L 2 Minutes
TOTAL ACCEPTABLE EXECUTION: 5 Minutes

19 2021-01-24



Service Blueprint

And the ”corner shoeshine” example

- STEP 4: IDENTIFY STANDARDS
AND TOLERANCES

Beyond five minutes, the consumer will
e show signs of dissatisfaction and begin to

Total Inter-Cycle Execution
2 Minutes 3 Minutes 4 Minutes

grice 50¢ 50¢ 50¢ lower materially his judgement of quality.
Osts
1} Time @ 9 cents per minute 18¢ 27¢c 36¢ - the total tolerance is divided into two
2) Wax Sc 5-7¢ 5-7¢ categories.
3) Other (brush, cloth, etc.— 7c 7-8¢ 7-8¢ « Inter-cycle deviation: occurs within the
amortised —— ——— m———— service process itself. For example, if
Total Costs 30¢ 39-42¢  48-51c buffing extends to 60 seconds, 15
Pre-tax Profit 20c¢ 8-11c 2-(1)¢ seconds of inter-cycle deviation will have

taken place.

« Extra-cycle tolerance occurs outside the
service process. Waiting two minutes in
line for the service would be an example
of extra-cycle deviation.

20 2021-01-24



Service Blueprint

And the ”corner shoeshine” example

CHALMERS

UNIVERSITY OF TECHNOLOGY

STEP 5: modify the service

REPEAT FOR SECOND COAT

» add a repeat cycle of steps 2 and 3, thus

v creating a two-coat shine.
1. BRUSH 2. APPLY ‘ 3. BUFF 4, COLLECT . o . o
SHOES % > POLISH [ —b PAYMENT  This may be sufficient differentiation to
allow a 20 cent price increase,
WRONG 7/ RECEIPT / « Or add a service evidence in the form of a
COLOR receipt,
SAMPLE » or add product in the form of a sample of
F1. CLEAN OF
SHOES SHOE wax.
POLISH

« create a "reminder" of the service (by
STANDARD EXECUTION TIME: 3 Min. 15 Sec. perhaps printing his name and address on

le Tofe = 1 minut
DEVIATION TOLERANCE: 3Min. < frtremncha Tolerance = 2 minutes | the sample),

TOTAL ACCEPTABLE EXECUTION: 6 Min. 15 Sec.

* maintain the price, yet increase his

:' Procwss symbol margin, by buying a machine that lets the

LS S customer buff his own shoes. (time
saved).

21 2021-01-24



Service Design - Methods and Tools

PRODUCT DESIGN PROCESS

22

DETAILED
DESIGN

CONCEPT
DEVELOPMENT

PLANNING

TYPE OF PSS DEVELOPMENT PROJECT

PRODUCT ORIENTED
PSS DEVELOPMENT

PURE SERVICE
DEVELOPMENT

PURE PRODUCT
DEVELOPMENT

USE / RESULT ORIENTED
PSS DEVELOPMENT

MARKOV CHAINS [23]

BUSINESS SIMULATIONS [41]

COST MODELS
[311132]

RELIABILITY CENTERED
AINTENANCE [21][22]

IDEF
[29] [30]

WARRANTY
MANAGEMENT SYSTEMS
[25]

MODEL-BASED
MERIT SCENARIO

FMEA &
. FMECA [20]

SERVICE BLUEPRINTS [39]

ACTIVITY

QFD [19] DIAGRAMS [36]

CADI
FUNCTIONAL |PUGH € a0/ SIMULATION USE CASE
MODELS [16] DIAGRAMS [29]

(18]

Early product requirements gﬁg Early service requirements

< Business model canvas RCENAROBACENDESGN137]

 Methods such as service blueprint are

too detailed to be used in the early
design phases, where the knowledge
about the service to developed is limited.

- Service designers recognized the need for
other methods and tools for the early design
phases, in order to retrieve service
requirements

* Hereafter, it will ne introduced

1. Scenario Based Design (Personas and
Customer Journey Map)

2. UML Diagrams (Use Case Diagrams,
Activity Diagrams, Business Process
Modeling, Business Simulations)

3. Service Prototyping

2021-01-24
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Service Design In the early phases - personas

W

JUSTIN, 31

DEMOCRAPHICS
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« A persona

is essentially a fictional
representation  of users, typically
developed based on interviews, surveys
and other insights.

« Personas commonly have names,
images and narratives that make them
more real and easy to recall.

* Focus not only on features, but also on
customer’ emotions as part of an
experience.

 Personas can be a powerful tool to
create empathy with the service users, as
well as to ensure there is an
understanding of nuances, behaviours
and preferences of the people.

2021-01-24



CUSTOMER JOURNEY MAP Shopping for a New Car

EMOTIONAL ERIC

Ericis an emotional car buyer. He purchases based on aesthetics and status.
Scenario: Eric recently moved to the area. He is shopping for a car that is fun
to drive and dependable enough for use for everyday commuting.

EXPECTATIONS

* Ability to compare cars and their breakd
* Good photography with closeups, insidg
* Video overview of car with demonstratio

Service Design in the

early phases — customer

journey maps

CONSIDER
1 week

EXPLORE
2 months

u 0]

. Sees TV commerical for a 3. Explores site and looks at
website, YourCarNext.net, all vehicles in his budget
which helps people shop
for vehicles; visits the
website

-

4. Creates account; saves
favorite cars in wishlist

2. Sees ad on Facebook 5. Downloads mobile app
while at his office

“Wow that website looks
great for car shopping!”

“I like that | can save
cars and a listis
automatically made”

“This mobile app

COMPARE
1 month

-

6. Reads Consumer Reports
and reviews; keeps a
spreadsheet to compare
cars

7. Consults with trusted
indviduals

8. Constantly checks site for
new options that meet his
criteria

TEST
2 weeks

a0

NEGOTIATE
1week

-

9. Selects a set of cars he 13. Decides on a car
plans to test-drive
14. Gets financing terms, total
10. Looks up location of each price, monthly payment
dealership on Google Maps from salesperson
11. Visits dealership; fills out 15. Researches more,
lead card, discusses specifically about price
process with sales person,
drives car, discusses more; 16. Makes a competing offer

repeats process for each car

12. Discovers he can take notes
about each car he drives in
the app

and buys his new car

“I’m so happy with
my new car!”

« A customer journey map is a

visual representation
customer journey.

of the

* It helps you tell the story of the
intended customers’ experiences

with
touchpoints.

* One of the most

the service across all

important

is missing alot of
features.”

“I love that I can take
notes about these cars
in the app. So helpful!”

aspects of the customer
experience is personalisation.

“I'wish all car dealerships were
shown on a single map, so |
can plan my route.”

“I'wonder if | can get

“I’m disappointed by the a better deal?”

quality of some listings...
very few photos.”

“This website looks

much different from
the commercial.”

“Why does it take sooo long
to test drive a car? | wish |
knew it was going to be
procedural and salesy.”

“I might miss the
perfect carif |
don’t check the
site multiples

times a day”

“It’s difficult to narrow
down options and parse

through competing
resources. | have to use
a spreadsheet.”

2021-01-24




Service Design - umL diagrams

TYPE OF PSS DEVELOPMENT PROJECT
Seeiowen | pasommomper | UEiresu SRERSNERER - Also, service designers recognized the
' need for a standardized way of modelling
BUSINESS SIMULATIONS [41] services.

MARKOV CHAINS [23]

DETAILED
DESIGN

COST MODELS

""" RELIABILITY CENTERED :
§ o AII-NTENANCE[21][22] [311132] ° ISO/IEC 19505'22012 defines the
S 28 Unified Modeling Language (UML), for
= 2% FMEA& WARRANTY DIy modeling  business and  similar
o 7 FMECA[20] (MANAGEMENT SYSTEMS | [29][30] [ SERVICE BLUEPRINTS [39]

n 1 [25] ‘ processes.

=~ ACTIVITY

S 52 garRie N DIAGRAMS [36] « https://www.iso.org/standard/52854.html
o 29 CAD/ M,'::Z";:AR SCENARIO /- -

O Sy L

a “@ | FUNCTIONAL |pyGH - SIMULATION USE CASE . . . . ]
& MODELS[16] oy e e Possible tool for UML diagramming:

https://www.lucidchart.com/pages/

Early product requirements gﬁg Early service requirements

< Business model canvas RCENAROBACENDESGN137]

PLANNING

25 2021-01-24


https://www.iso.org/standard/52854.html
https://www.lucidchart.com/pages/
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Use Case Diagrams

uc use Lases )y

System Boundary

% receive order

place/order

Z=¢extend¥> Order
Wine

confir der

Serve
Food

R

<<extendd®> {if wine was ordered}

Eat <<extend>

facilita
\pﬁK

G

9
3

accept
payment

Cashier

Food {if wine
was
payment served}
<<extend>>
Pay for <_{'f_WEe_ Pay for
Food was Wine
consumed}

Cook >
Food

Chef

e Tutorial:

interaction with the system.

dynamic aspect of a system.

« A use case diagram is a representation of a user's
* The purpose of use case diagram is to capture the

https://www.youtube.com/watch?v=zid-

MVo/M-E

( Actor

!

Worker

3

System
Use Case

Relation

— Generalization

Include

Extend



https://www.youtube.com/watch?v=zid-MVo7M-E

UML Activity diagrams

CHALMERS

/Conducting

linexperienced participants i the group] » Activity diagrams are graphical representations of
i i workflows of stepwise activities.

Explain problem

Call for ideas

[idea(s) available] [more]

« Compared to use case diagrams, It emphasized
more choices, iterations and concurrency.

#(Participants write down their idea)

[no idea(s)]

Suggest lead

[one]

e Tutorial;
https://www.youtube.com/watch?v=Wf xlagfHmqg

(Everybody presents their idea in turn)

(Present idea) (Record idea)

L [no time left

[time left]

Elaborate on idea

[more]

J\_<\ [nonX

[time left] (: (Select most associated ideaD(Others write down their idea)
[no time left]

—
A e /

21 o UML diagram for a brainstorming process

2021-01-24


https://www.youtube.com/watch?v=Wf_xlagfHmg

UML Activity diagrams - symbols

Start node

* Activity diagrams are graphical representations of
workflows of stepwise activities.

Single action or behaviour

Alist of actions or behaviours « Compared to use case diagrams, It emphasized
more choices, iterations and concurrency.

Control flow — sequence flow

e Tutorial:
https://www.youtube.com/watch?v=Wf xlagfHmqg

Final flow node

Final activity node

Decision node

Merge node

Fork

Join

}
}
}
— )
® )
® |}
S
R
++ |
-

28 2021-01-24


https://www.youtube.com/watch?v=Wf_xlagfHmg

Business Process Modelling (BPMN)

T « Similar to service blueprint, the idea of
82 Credt Score swimlanes is similar
S (Credit Score > required) &4 - yet there are some parts improved:

\/ (Tax Status == “Valid")

Customer
Leasing
Request

« Service Blueprint does not make a clear
distinction where actions move across
organizational boundaries to avoid damaging

Quotation Confirm service support,

Quotation

Bank

[Car

— * It also fails to explain to back-office staff
83 ousel Guotaton” their role in supporting on-stage customer
ik " interactions.
33 "\ - Business process modelling attempts to solve
these issues
\ |t also provides a more granular distinction
“Swimlanes” between activities and decision points

29 2021-01-24



Business Process Modelling (BPMN)

CHALMERS

UNIVERSITY OF TECHNOLOGY

« Symbols
e Tutorial: https://www.youtube.com/watch?v=VVkd-joGug4

Customer
Credit Score

Activities Task Sub-Process

O 000

StartEvent EndEvent Timer IntermediateEvent (

— BB O

Exclusive Parallel Inclusive

Bank
Assoc.

Customer
lax status (Credit Score > required) &&
A/ (Tax Status == “Valid”)

Govern

Customer
Leasing
Request

Bank

Quotation Confirm
Quotation

[House] Car Leasing
Quotation

House Leasing
Quotation

Product
provider

Housing
agency

30 2021-01-24


https://www.youtube.com/watch?v=VVkd-jqGuq4

Business Process Simulations

Bank example in Anylogic

umber o s I T i . .
Numoer ofaTms = 8 A3 » The benefit of mapping a service as a

_ s eesset e o BPMN is that it becomes easier to run a
o a2 & & >R S - :
= computer simulation out of the model

source moveToBank selectOutput serviceATM

B
[

timeMeasureStart

serviceTeller

26! % « A popular technique is Discrete Event
timeMeasureEndTeller SimU|atiOn (DES)

Numoer o Teters | &5 * A discrete-event simulation (DES) models the
, operation of a system as a (discrete)
Q;'gr?]fé%“iﬁ“e _ _ sequence of events in time. Each event
Anylogic R - occurs at a particular .|nstant in time and
. marks a change of state in the system.

» Possible tools:
* http://automod.se/ (Production)

J * https://www.anylogic.com/ (Product)

a . * https://simpy.readthedocs.io/en/latest/ (for Python
geeks © )

31 2021-01-24


http://automod.se/
https://www.anylogic.com/
https://simpy.readthedocs.io/en/latest/

S

Service Prototypmg
1AL e

Since services are produced
and consumed at the same time,
it cannot be prototyped in the
same way as a product.

When, designing intangible
offerings, such as services, it is
hard to imagine how to actually
materialize the concepts so that
they can be tested.

Designers who have been facing
the problem for a while, have
come up with some solutions.

Important to  remark that
prototyping is conducted at all
stages of the service
development process.




Service storyboards are .
sketches/visualizations of a future usage &
scenarios depicted with illustrations and

small texts.

When using storyboarding, the data for %
testing is usually collected directly and
analyzed qualitatively. The participant
involvement is either attitudinal — they

share their perceptions of the service, or

generative — they co-create scenarios.

Possible tool:
https://www.storyboardthat.com/


https://www.storyboardthat.com/

2. Desktop Walkthroughs (Paper
prototyping)

https://youtu.be/x702HNQjZP8

Desktop walkthroughs are small-
scale representations of service
concepts and part of the service
systems and processing by using
handcraft materials and toys.

The data for testing is collected
directly and analyzed qualitatively.
The participant involvement is either
behavioral — they interact with the
prototype, or generative — they co-
create the scenarios. The participant
interaction is typically scripted —
they try to accomplish certain tasks

2021-01-24



https://youtu.be/x702HnQjZP8

3. Role playing (Body storm)

Role-play (a.k.a bodystorm)
prototypes are enactments of
services. Their purpose is to help
designers understand the nuances
of the design challenge and explore
new solutions through experiencing
the service situation physically.

The data for testing is collected
directly and analyzed qualitatively.
The participant involvement is either
behavioral — they interact with the
prototype, or generative — they co-

https://youtu.be/hkAFdIrTROO create the scenarios.

2021-01-24



https://youtu.be/hkAFdIrTR00

4. Service Walkthroughs (experience
prototyping)

https://youtu.be/3xzh nLmnBQ

Service walkthroughs or service
simulations are full-scale
representations of service concepts
and parts of the service processes
and systems. They tend to mimic
the environments of the intended
service contexts and can include
some props and mock-ups.

The participant involvement is either
behavioral — they interact with the
prototype, or attitudinal — they
express their perceptions.

The downside is that the co-
creation process becomes more
difficult at this stage



https://youtu.be/3xzh_nLmnBQ

Digital mock-ups are
representations of digital interfaces
with their look, feel and properties

but without the programming.

Possible tools:
https://www.uxpin.com/

https://www.figma.com/

The participant involvement is
behavioral — they interact with the
prototype. The participant
interaction is typically scripted —
they try to accomplish certain tasks.
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From service... to PSS
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* When the solution presents a high mix and interaction between hardware and service, the
hardware choices have an impact of the maintenance and availability of the product and

hence on the success of the offerings

» Overlooking at these dependencies can be a cause for major risks and costs
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« Offering a PSS implies selling
availability of the product
over time

 Hardware choices has an
Impact on availability
Influencing factors, such
as reliability, maintainability
and maintenance support

Impact of Maintenance on PSS
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Impact of Maintenance on PSS
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Also, service choices has an Avoid Failure:
impact on availability | - Engine Reliability

Anticipate Failure: Delay Maintenance:

influencing factors _ Scheduled Failure

e o s o
e o -

- Redundancy -~
anticipation of failure and taking ¢ - Prognostics - Re-configuration
appropriate actions during the . | . , > |
maintenance period, : PF‘:;';J;‘( :

The delaying of maintenance, . ,
Startof End of

following failure, to a subsequent
maintenance period.

These topics will be introduced by
Torbjorn next week

window window




Key takeaways

* Product and services present different ) ool BEvEomeT
characteristics " e i o e o
* Therefore, product and service 4
development need to deploy different Ry |
m eth Od S ;ﬁ;"s‘i)g:ﬁg\tzs()e-g- : gz;(\)lﬁ:z:s;goods,

process is often not necessary; often
limited to the early and late phases

ndu
(testing) -2 (high customer involvement)

« Methods for service design can be distinguished into

* methods for representing (customer journey map, use case diagram, activity diagram,
business process modelling)

- and methods for prototyping (Storyboarding, Desktop Walkthroughs, Role-playing,
Experience Prototyping, Service Walkthroughs, Paper Prototyping, Digital Mockups)
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