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I. Course Title: Designing People-Centered Services 1
Course Number: HER-V422
Prerequisites: HER-V421
Instructor: Youngbok Hong

[1. Course Description

Designing People-centered Serviee 1 builds on prerequisite coursework to develop
people-centered solutions for the defined probiem from Designing People-centered
Service [ Service design outcomes can be both tangible and intangible. It can involve the
user interaction design of products and systems using new technelogies, communications,
environments, experiences and behaviors. Students will explore diverse methods and
theories meluding experience prototvpmg, design optintization and evaluations.

I11. Rationale

As the service industry continues to dominate the US economy in public and private
sectors, there have been increasing demands for design thinking to address the
opportunites and challenges faced by the shift to a knowledge-based service-centered
society. Responding to the current design context and practice, Designing People-
centered Service [ and 11, as a specialized track, focus on a “totality™ of service
experience that considers people, products, places and procedures in a designerly way.
Service design aims to align and/or create meaningful service offerings and customer
experiences based on a systems-aware, holistic and people-centered relationship model.
These courses require designers to embrace value-driven perspectives and utilize an
integrative approach that leverages design processes to connect all aspects of the
offerings. Students in these courses will apply research methods to seek betler
understanding of human factors (issues of audiences and contexts), apply strategic design
tools for generating and integrating solutions. Course pedagogies embrace both
theoretical and experiential learning. Students will engage in individual and team-based
approaches to problem solving.

1V. Educational Objectives
This course by integrating student learning with real life applications meets the RISE
challenge under the category of experiential learning,.

PULIL. Core Communication and Quantitative Skills
Students in the course will present ideas and concepts in wriiten, oral and visual formats.

Student witl make effective use of information resources and technology in the process of
design solution development.

Students will use form to embody ideas and to communicate their value.




PULZ2. Critical Thinking
Students will synthesize research data, which are developed from Designing People-

centered Service !, and conceplualize service experiences.
Swdents will approach visualization as a thinking tool for collective ideations.

Students will approach to problem solving that involves the simultaneous creation and

evaluation of multiple alternatives

PUL3Z. Integration and Application Knowledge
Students will work with interdisciplinary setings and integrate concepts and methods

from muitiple disciplines.

PUL4. Intellectual Depth, Breadth and Adaptiveness

Students will compare and contrast approaches to problem solving in different
disciplines.

Students will make informed design decisions and develop strategic design solutions.

PULS. Understanding society und culture
Students will understand interconnectedness of global and local communities in the
process of design decision and evaluation.

Students will compare and contrast the range of diversity and universality in human
experience in seeking for relevancy of design solution.

PULG. Value and Ethics
Students will add or maintain value as pieces are integrated into a whole.

Students wilt establish purposelul relationships among elements of a solution and

between the solution and its context.

V. Course Content

Understanding of Creative Problem Solving Process and Methods

People-centered Design in co-creation




Design synthesis tools and techniques
Strategies [or organizing and optimizing design solution
Design optimization and evaluation tools and techniques

Communicating process and solution

*  Persona and Scenario
*  Informance

* Mental model diagram
* User Pathway

* Wireframe

.

Experience Prototype

VI. Course Activities

week one introduction: Understanding of Creative Solution — tight bulb to
creative cognition

week two Lecture0i: Process ol creative problem-solving

week three Lecture02: Techniques and tools for ideation

week four Presentation 1: Applying techniques and tools for individual ideation

- Document your ideation process with the transcript format.

- Read patterns of ideas

week five Lecture03: People-centered Design in co-creation

week six Lecture04: Techniques and tools for collective ideation

week seven Presentation 2: Straight from the Users by Team |

week eight Presentation 3: Straight from the Users by Team 2

week nine Lecture05: Design optimization and evaluation tools and techniques |
week ten Presentation 4: Applying techniques and tools |

week cleven Lecturc06: Design optimization and evaluation tools and technigues 2
week twelve Presentation 51 Applying techniques and tools 2

week thirteen L.ecture07: Prototyping and Empathy

_week fourteen Presentation 6: Prototyping of Experience |

week fifteen Presentation 7: Prototyping of Experience 2

week sixteen Conduct critical reflection on experience and learning




VIIL. Required and Recommend Texts
Schuler, Douglas. Participatory Design (Hiltsdale, 1993)

Basadur, Dr.Min. Simplex: A flight to creativity (The Creative Education Foundation
Press, 1999)

Keily, Tom. The Art ol innovation (Currency Doubleday, 2001)

Keith Yamashita and Sandra Spataro. Unstuck: A tool for yourself, Your Team, and Your
Warlds (Portlolio Penguin, 2004)

Jane Fulton Surt, The Experience Evolution: Developments 1in Design Practice (Design
Journal. Volume 6)

Buchenau, M. & Fulton Suri, J. *Experience Prototvping’ (ACM Press, 2000)

Prototyping
htp:/www encyelopedia.com/doc/1 O87-prototypetheory.hitml

http://www . adaptivepath.com

VIII. Evaluation and Grading
Grading is based on completion of the assigned project work,

attendance, participation and performance in class.

100—98 A+
97—93 A
92—90 A-
89—88 B3+
8§7—83 B
§2—80 13-
79—78 C+
77—73 C
72—70 C-
69—068 D+
67—03 D

6200 -




[
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.

59—0

Waork (even when unfinished) must be displayed during critiques in order to receive a
grade. Late work will be lowered one tull letter grade for every class period that work 1s
not turned in. A student will be given a project grade of “I” for any project that is never

submitted.

ATTENDANCE {§ MANDATORY

Students are required to attend class. Please be in class on ime and remain for the entire
period. Please turn off your pagers and mobite phones. Attendance will be taken at the
beginning ot each class period. Three “late” marks will equal one absence.

A total of 3 absences will be excused for any reason, except for absences on scheduled
critique days or special class event days. An absence on any scheduled critique day or
special class event day will only be excused if accompanied by a doctor’s note or proot of

death in the immediate famly.

It is your sole responsibility to discover what happened during any class you missed. 11 it
is necessary for you to be absent from class for more than 3 days for any reason including
medical condition, you should officially withdraw from the course. It will not be possible
to complete a course with a passing grade if you have more than 3 absences. The Visual

Communication department chair must authorize exceptions to this policy.

In the event of any absence, students are stiil responsible for obtaining all information &
materials from the class period and completing all assignments on time. Deadlines will
not be altered for any absences. [t is your sole responsibility to find out about any new
work assigned during your absence. ’

Americans with Disabilities Act {ADA)

Students needing special assistance or accommodation for disabilities ol any sort should
contact the tUPUL Adaptive Educational Services Offices at ’

hutp/Awww upui.edu/~skdwrb/aes/about/ or phone 317-274-3241. They are located in
Tavlor Hall rm. 137. The student. instructor. and AES Office will collaborate to arrange
appropriate accommaodations.



IX. Bibliography

Pruitt, Hobn & Adlin, Tamara. The Personal Lyfecycle { Morgan Kaufmann, 2006)
William Lidwell et al. Universal Principles of Design ( Rockport, 2003)

Jones, John Christ. Design Methods (New York: Wiley, 1992)

Laurel, Brenda, Design Research: Metheds and Perspectives (Cambidge: MIT Press,
2003)

Frascara, Jorge. Design and the Social Science: Making Connections (Taylor & Francis,
2002)

NextDesign Journal: ReThinking Design
http/fwww.nextd.org/02/index html

X. Cheating and Plagiarism

Cheating and plagiarism undermine the very principles upon which higher education is
founded. Any violation of the academic poticies of IUPUI is forbidden and will result in
a failing grade for the course and a letter to the Dean requesting further investigation,

Cheating: A student must not use or attempt to use unauthorized assistance, materials,
information, or study aids in any academic exercise, unless the instructor specifically has
authorized such assistance. A student must not allow others to conduct research or to
prepare any work for him or her without advance authorization from the instructor to
whom the work is being submitted. A student must not collaborate with other persons on
a particular project and submit a cop of a written report that 1s represented explicitly or
implicitty as the student’s individual work. A student must not submit substantial
portions of the same academic work [or credit more than once without permission of the
instructor to whom the work is being submitted. A student must not alter a grade or score
In any way,

Fabrication: A student must not Falsify or invent any information or data in an academic
exercise including. but not limited to, records or reports, laboratory results, historical
documentation, and ¢itations to the sources of information.

Plagiarism: A student must not adopt or reproduce ideas, words, or statements of another
person withont appropriate acknowledgement. A student must give credit to the
orviginality of others and acknowledge an indebtedness whenever he ore she: quotes
another person’s actual words, either oral orwrillen; parapghrases another person’s



words, either oral or writlen; uses another person’s idea, opinion, or theory; or borrows
facts, statistics, Hlustrative matenal, unless the information 1s common knowledge.

For further information on Student Misconduct, see the following section of the [UPUI
Student Code of Conduct: http://life.iupur.edu/help/code.asp



