Designing For Services - Multidisciplinary Perspectives:
Proceedings from the Exploratory Project on Designing
for Services in Science and Technology-based Enterprises,
Said Business 5School

Edited by Lucy Kimbell and Victor P. Seidel
University of Oxford 2008



Further reading

Readings contributed to this list have been summarized in
broad categories. Many could fit into multiple categories, but
eachis only listed once along with the initials of the contrib-
utor adding the reference to the list.

Design and design theory broadly

Beyer, Hugh & Holtzblatt, Karen (1997). Contextual design: defining customer-centered
systems. San Francisco, CA: Morgan Kaufmann Publishers. (BY)

Boland, R. & Collopy, F. (2004). Managing as designing. Stanford: Stanford Business
Books. (LK)

Buchanan. R. & Margolin, V (Eds.) (1995). Discovering design: explorations in design
studies. University of Chicago Press. (LK)

Cross, N. (2006). Designerly Ways of Knowing. Springer. (LK)

Csikszentmihalyi, M. (1996). Creativity: flow and the psychology of discovery and inven-
tion. Harper Collins. (LK)

Dumas, A. (1994). Building totems: metaphor-making in product development.
Design Management Journal, Winter, 71-82. (VS)

Gaver, B., Dunne, T., & Pacenti, E. (1999). Design: cultural probes. Interactions 6, 1,
21-29. (LK)

Gorb, P. & Dumas A. (1987). Silent design. Design Studies. Vol. 8, No. 3, 150-156. (LK)

Hargadon, A. (2005). Leading with vision: the design of new ventures, Design Man-
agement Review, Winter, 33-39. (LK/JW)

Heskett, J. (2002). Toothpicks & logos. Design in everyday life. OUP. (LK)

Krippendorff, Klaus (2006). The semantic turn. Taylor and Francis. (LK/VS)

Lidwell, W., Holden, K. & Butlet, J. (2003). Universal principles of design: 100 ways to
enhance usability, influence perception, increase appeal, make better design deci-

sions, and teach through design. (LK)

Margolin, V. & Buchanan R. (Eds.) (1995). The idea of design. A design issues reader.
MIT Press. (LK)

Mau, B. (2004). Massive change. Phaidon Press. (LK)

McCormack, D. (2003). An event of geographical ethics in spaces of affect.Transac-
tions of the Institute of British Geographers, 28, 4, 488-507. (AB)

Mitchell, C. T. (1993). Redefining designing: from form to experience. New York: Van
Nostrand Reinhold. (BY)

Ravasi, D. & Lojacono, G. (2005). Managing design and designers for strategic renew-
al, Long Range Planning, 38, 51-77. (JW)

Schon, D. (1987). The reflective practitioner: how professionals think in action. New
York: Basic Books. (LK)

Scott, J. (2006). Artists-in-labs: processes of inquiry. Springer. (TK)

Seidel, V. (2000). Moving from design to strategy: the four roles of design-led strategy
consulting, Design Management Journal, 11, 2. (VS)

Seidel, V. & Pinto J. P. (2005). Social science strategies for user-focused innovation
and design management. Design Management Review 16, 4, 73-79. (VS)

Shedroff, N. (2003). Research methods for designing effective experiences, in Lau-
rel, B. (Ed.). Design research: Methods and perspectives. Cambridge: MIT Press.
155-163. (VS)

Simon, H. (1996). The sciences of the artificial. Cambridge, MA: MIT Press. (BY/LK)

Thackara, J. (2005). In the bubble. Designing in a complex world. Cambridge, MA: MIT
Press. (LK)

Wasson, C. (2000). Ethnography in the field of design, Human Organization; Winter
59, 4. (DN)

Whyte, J. K., Ewenstein, B., Hales, M. & Tidd, J. (2007). Visual practices, and the
objects of design, Building Research and Information, 35, 1. (JW)

Services and service design

Alonso-Regardo, M., Thompson G. & Dannemark 0. (2004). State of the art in service
design and modelling vivace. University of Manchester. (BH)

Arnould & Price, (1993). River magic: extraordinary experience and the extended-
service encounter, Journal of Consumer Research, Vol. 20. (KB)

Berry, L.L, Zeithaml V. A. & Parasuraman A. (1990). Five imperatives for improving
service quality, Sloan Management Review, Vol. 31, No. 4, Summer, 29-38. (BH)

Berry, L.L. & Parasuraman, A. (1993). Building a new academic field - the case of
services marketing, Journal of Retailing, 69, 1, 13-60. (LK)

Bitner, M. et al. (1990). The service encounter: designing favourable and unfavuora-
ble incidents, Journal of Marketing, 54. (SN)

Buchenau, M., & Suri, J. F. (2000). Experience prototyping. Symposium on designing
interactive systems. In Conference Proceedings on designing interactive systems:
processes, practices, and techniques, 424-433. New York: ACM Press. (LK)

Celsi, R. & Leigh (1993). An exploration of high-risk leisure consumption through
skydiving, Journal of Consumer Research, Vol. 20. (KB)

Christensen, Clayton M. & Anthony, Scott D. (2004). Cheaper, faster, easier: disruption
in the service sector. Harvard Business Review Publishing. (CD)

Dougherty, D. (2004). Organizing practices in services: capturing practice-based
knowledge for innovation, Strategic Organization, 2, 1, 35-64. (JW)

Firat & Venkatesh (1995). Emancipatory postmodernism and the enchantment of con-
sumption, Journal of Consumer Research, Vol. 22. (KB)

Fitzsimmons, J. A. & Fitzsimmons, M. J. (2000). New service development: creating
memorable experiences. Thousand Oaks, CA: Sage Publications. (LZ)

FleiB, S. & Kleinaltenkamp, M. (2004). Blueprinting the service company: managing
service processes efficiently, Journal of Business Research, 57, 392-404. (BT)

Froehle, C.M., Roth, A. V., Chase, R. B. &Voss, C. A. (2000). Antecedents of new
service development effectiveness. An exploratory examination of strategic oper-
ations choices, Journal of Service Research, Vol. 3, No. 1, 3-17. (LZ)

Gabbott & Hogg (2000). An empirical investigation of the impact of non-verbalcom-
munication on service evaluation, European Journal of Marketing, Vol. 34, No.
3/4. (KB)

Gronroos, C. (2000). Service management & marketing: a customer relationship man-
agement approach. 2nd edition, Wiley. (BH)

Haksever, C., Render, B., Russell R. & Murdick, R. (2000). Service management and
operations. Prentice-Hall. (BH)

Hart, S. (1996). New product development: a reader (especially the section: The devel-
opment of new services by Lynn Shostack, Axel Johne, and Ulrike de Brentani).
Thomson. (BH)

Hawken, P., Lovins, A. & Lovins, L. H. (1999). Muda, service & flow (especially chaper
7). Natural Capitalism. (CD)

Further reading 57



Hollins, G. & Hollins, B. (1991). Total design. Managing the design process in the serv-
ice sector. London: Pitman Publishing. (LZ/LK)

Hollins, W. & Shinkins, S. (2006). Managing service operations: design and implemen-
tation. Sage. (BH/LK)

Levitt, T. (1976). Industrialization of services, Harvard Business Review, 54, 5, 63—
74. (BT)

Lovelock, C. & Gummesson, E. (2004). Whither services marketing?: in search of a new
paradigm and fresh perspectives, Journal of Services Research, 7, 1, 20-41. (LK)

Mannervick, U. & Ramirez, R. (2006). Customers as co-innovators: an initial explora-
tion of its strategic importance. In Edvardsson, B., Gustaofsson, A., Kristensson,
P., Magnusson, P. & Matthing, J. (Eds.), Involving customers in new service devel-
opment (pp. 57-75). Imperial College Press, Series on Technology Management.
(LK/RR)

Meyer Goldstein, S., Johnston, R. Duffy, J. A. & Rao, J. (2002). The service concept:
the missing link in service design research? Journal of Operations Management,
Vol. 20, No. 2, 121-134. (LZ)

Moggridge, B. (2006). Designing Interactions. Cambridge, MA: MIT Press. (LK)

Morelli, N., (2002). Designing product/service systems: a methodological explora-
tion, Design Issues, Vol. 18, No. 3, 3-17. (LK)

Parasuraman, A., Zeithaml, V. A. & Berry, L. L. (1988). SERVQUAL: a multi-item scale
measuring consumer perceptions of service quality, Journal of Retailing, Vol. 64,
No. 1, 12-37. (BH)

Ramaswamy, R. (1996). Design and management of service processes: keeping custom-
ers for life. Reading, MA: Addison-Wesley Publishing Company, Inc. (LZ)

Sako, M. (2006). Outsourcing and offshoring: implications for productivity of busi-
ness services, Oxford Review of Economic Policy, Vol. 22, No. 4. (MS)

Sako, M., et al. (2006). Grand challenges in services workshop (available at
http://www.sbs.ox.ac.uk/faculty/Sako+Mari/GCS.htm). (MS)

Shostack, L. G. (1977). Breaking free from Product marketing, Journal of Marketing.
(CD)

Shostack, L. G. (1982). How to design a service, European Journal of Marketing, 16, 1,
49-63. (BT/CD)

Shostack, L. G. (1984). Designing services that deliver, Harvard Business Review, 62,
1, 133-139. (BT/CD)

Sawhney, M., Balasubramanian, S. & Krishnan, V. V. (2004). Creating growth with
services, MIT Sloan Management Review. (CD)

Tether, B. S. (2005). Do services innovate (differently)? Insights from the european
innobarometer survey, Industry and Innovation, 12, 2, 153-184. (BT)

Thomke, S. (2003). R&D comes to services: bank of America’s pathbreaking experi-
ment, Harvard Business Review. (CD)

Tidd, J. & Hull, F. M. (Eds.) (2003). Service innovation: organizational responses to
technological opportunities and market imperatives. Imperial College Press. (BH)

Verganti, R. & Buganza, T. (2005). Design inertia: designing for life-cycle flexibility
in internet-based services, Journal of Product Innovation Management. 22, 223-
237. (VS)

Verma, R., Fitzsimmons, J. A., Heineke, J. & Davis, M. M. (2002). New issues and
opportunities in service design research, Journal of Operations Management. Vol.
20, No. 2, 117-120. (LZ)

Voss, C. & Zomerdijk, L. (2007). Innovation in experiential services - an empirical
view. London Business School/ Advanced Institute of Management, available at
http://www.london.edu/assets/documents/PDF/Innovation_in_Experien-
tial_Services_with_cover.pdf

Zeithaml, V. A., Parasuraman, A. & Berry, L. L. (1990). The customer view of service
quality, Delivering quality service, The Free Press. (CD)

Innovation management and organization theory

perspectives

Amin, A. & Cohendet P. (2004). Architectures of knowledge: firms, capabilities and com-
munities, 0xford University Press. (AB)

Baldwin, C. Y., & Clark, K. B. (2000). Design rules: the power of modularity (with a
related working paper, Where do transactions come from?) Cambridge, MA: The
MIT Press. (VS/MS)

Clark, K. B. (1985). The interaction of design hierarchies and market concepts in tech-
nological evolution, Research Policy, 14, 5, 235-251. (VS)

Crowston, K. (1997). A coordination theory approach to organization process design,
Organization Science, 8, 2. (SN)

Ewenstein, B. & Whyte, J. K. (forthcoming). Beyond words: aesthetic knowledge and
knowing in organizational contexts, Organization Studies. (JW)

Flood, R. L. & Carson, E. R. (1993). Dealing with complexity: an introduction to the the-
ory and application of systems science. New York, NY: Plenum Publishing. (BY)

Gershenfeld, N. (2005). FAB: the coming revolution on your desktop - from personal
computers to personal fabrication. Basic Books. (TK)

Gharajedaghi, J. (1999). System thinking: managing chaos and complexity: a platform
for designing business architecture, Washington, DC: Library of Congress. (BY)

Hatchuel, A., Le Masson, P. & Weil, B. From knowledge management to design-ori-
ented organizations, International Social Science Journal, Vol. 54, No. 171, 25-37.
(1K)

Lampel, J. & Mintzberg, M. (1996). Customizing customization, Sloan Management
Review, Fall, 21-30. (MS)

Liedtka, J. (2000). In defence of strategy as design, California Management Review,
Spring, 42, 3, 8-30. (MV)

Liedtka, J. & Rosenblum, J. W. (1996). Shaping conversations: making strategy, man-
aging change, California Management Review. (MV)

Nardi, B. A. & 0'Day, V. L. (1999). Information ecologies - using technology with
heart, Information Ecologies. Cambridge MA: MIT Press. (CD)

Normann, R. (2001). Reframing business: when the map changes the business land-
scape. Wiley. (RR)

Ramirez, R. (1999). Value co-production: intellectual origins and implications for
practice and research, Strategic Management Journal, 20, 49-65. (RR)

Ramirez, R. & Normann, R. (1994). Designing interactive strategy: from value chain to
value constellation. Chichester: John Wiley & Sons. (RR)

Von Hippel, E. (2005). Democratizing innovation. Cambridge MA: MIT Press. (TK)

Industry, consultancy, think tank and government
reports

Bessant, J.K., Neely, A., Tether, B., Whyte, J. & Yahqi, B. (2005). Intelligent design:
how managing the design process effectively can boost corporate performance,
Advanced Institute of Management. (JW)

Burns, C., Cottam, H., Vanstone, C., Winhall, J. (2005). RED paper 02: Transformation
Design, http://www.designcouncil.org.uk/mt/red/transformationdesign/
TransformationDesignFinalDraft.pdf. Design Council (LK)

BS 7000-3 (2007). Guide to managing the design of services, British Standards Institu-
tion, London. (BH)

BS 7373-3 (2005). Guide to identifying criteria for specifying a service offering, Brit-
ish Standards Institution, London. (BH)

BS 7000 - 10 (1995). Glossary of terms used in design management. British Standards
Institution, London. (BH)

Parker, S. & Heapy, J. (2006). Journey to the interface, Demos. (BH)
Mclntyre, A. (2004). Improving public services, CBI Publications. (CD)

Starr, C. E., Standbridge, D. J. & Sprague, B. M. (2003). Turning service into a growth
engine, Accenture Outlook. (CD)

Science and technology studies

Barry, A. (2005). Pharmaceutical matters: the invention of informed materials Theory,
Culture and Society, 22, 1, 51-69. (AB)

Callon, M. (2005). The economy of qualities. In A. Barry & D. Slater (Eds.), The techno-
logical economy. Routledge. (AB)

Jasanoff, S. (2005). Designs on nature, Oxford: Princeton University Press. (JT)
Hughes, J. A., Somerville, L., Bentley, R. & Randall, D. (1993). Interacting with com-

puters, Special issue on CSCW: part 3, Designing with Ethnography: Making Work
Visible, Vol.15, No. 2, 239-233. (DN)



Law, J. (2004). After method: mess in social research. Routledge. (AB/LK)
Molotch, H. (2003). Where stuff comes from. Routledge. (LK)

Renn, 0. (1998). Three decades of risk research: accomplishments and new challeng-
es, Journal of Risk Research, 1, 1, 49-71. (JT)

Robinson, J., (1988). Unlearning and backcasting: rethinking some of the questions
we ask about the future, Technological Forecasting and Social Change, 33, 325—
338. (IT)

Star, S. L., & Ruhleder, K. (1996). Steps toward an ecology of infrastructure: design
and access for large information spaces, Information Systems Research, Vol. 7, No.
1. (DN)

Tansey, J. (2004). Risk as politics, culture as power, Journal of Risk Research, 7, 1, 17—
32. (IT)

Tansey, J., Carmichael, J., VanWynsberghe, R. & Robinson, J. (2002). The future is not
what it used to be: participatory integrated assessment in the Georgia Basin, Glo-
bal Environmental Change - Human and Policy Dimensions, 12, 2, 97-104. (JT)

Contributors

AB Andrew Barry
KB Kate Blackmon
CD Chris Downs
BH Bill Hollins

TK Tobie Kerridge
LK Lucy Kimbell
DN Dan Neyland
SN Steve New

RR Rafael Ramirez
MS Mari Sako

VS Victor P. Seidel

JT James Tansey
BT Bruce Tether
MV Marc Ventresca

Jw Jennifer Whyte
BY Robert Young
Lz Leonieke Zomerdijk

Further reading

59



Designing for Services is supported by the Arts and
Humanities Research Council (AHRC). The AHRC
funds research in the arts and humanities, from
archaeology and English literature to design and
dance. AHRC Research Centres provide a focus for col-
laborative research in areas of strategic importance.
For further information on the AHRC, please see
www.ahrc.ac.uk

P rocno e Cngineering and Physical Sciences
Arts & Hurﬂanlt_IEE E—PSRC ReEearch C%:-um:il ’
Research Council

SAI10 BUSINESS SCHOOL ' E ) Daesigning for the 21" Century

O




