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In the past decade, digital technology has changed 
the way we connect, run businesses, and deliver public 
services. With new uncertainties such as climate change, 
global pandemics, and social problems such as the 
imbalance of information or the invasion of privacy, the 
world is in the midst of chaos. In such times, what is 
important is to not react recklessly to threats and change, 
but instead to tackle them swiftly and securely by creating 
a democratic future where the possibilities of people and 
society blossom.

Fujitsu is transforming itself from an IT company to 
a digital transformation company and operating as an 
organization that generates social value. Fujitsu is moving 
away from delivering solutions that solve problems that lie 
before us. Instead, the company is committed to delivering 
transformations, which will at times overwrite the rules 
in the market or in society, to dramatically change user 
experience using digital technologies.

Our experiences since COVID-19 forced us to overwrite 
many existing norms in our lives and work, and these 
experiences may have been a factor in prompting this 
transition. Every day before this calamity, we packed into 
trains, went to designated offices for designated hours, 
and went home on another overcrowded train. COVID-19 
upended that lifestyle. Every employee is now connected 
online with internal and external stakeholders and 
communicates and delivers remotely. Such an autonomous 
workstyle has become the new normal. Many of us today 
have welcomed these new ways of working. Ironically, it 
wasn’t existing technological solutions that sparked such 
transformations and changes in norms and routines. 
Rather, it was a terrible, unwanted guest disguised in the 
form of a prehistoric infectious agent—a virus.

Such changes in prerequisites and preconceived 
notions are the imminent transformations in our society 
that leave lasting effects. Yet we are capable of bringing 
about this change without relying on another outbreak. 
Instead, we can turn to the power of design. Design is 
the avenue to realizing a sustainable society using the 
power of technology available to us. Design pushes us to 
envision a hopeful future from an individual and societal 
perspective and widens possibilities for actualizations 
without being limited to how society is today. Fujitsu’s 
Human Centric Experience Design (HXD) has been 
crystallized from all of our design experience. It intelligibly 
democratizes the power of design and navigates us to 
scalable digital transformations for our society. Moving 
forward, I commit that such a structured design approach 
along with agile approaches will continue to materialize  
the scalable software and business sense befitting next 

generation design.
I must emphasize that the purpose of design is not 

to superficially make over our products or services, nor is 
design a tool to produce eccentric ideas. Instead, design is 
a mindset that every individual should adopt to cultivate 
innovation and contemporary business literacy.

In the twenty-first century, there is an increasing 
demand for corporations to clearly define and articulate 
their purpose and role in society. People are interested in 
and paying attention to which organizations contribute to 
creating values for them. Corporate leaders also recognize 
that for companies to accomplish sustainable and long-
lasting growth, it is extremely important for them to 
explicitly present the why of their companies and to fulfill 
their promises and obligations to people and society. 
We should no longer be trapped in customer needs of 
the past or old business concepts and routines. The 
transformational design mindset requires us to steer 
away from old constraints. It instead guides us to achieve 
important goals that people and society aspire to. Every 
organization should constantly foster and promote this 
design mindset, since it is the ultimate source of power 
and drive that shapes a better future.

This book was specially designed and edited to include 
materials that foster the growth of such a transformative 
design mindset and offer support and guidance for the 
process. These materials are based on the research 
outcomes and the philosophy of Fujitsu’s strategic 
partner, Politecnico di Milano’s design department, 
along with Fujitsu’s know-how gained from our own 
practices. We believe this combination will provide you 
with tangible knowledge on how design has evolved 
across industries and various fields. My belief is that to 
bring about transformation at the required speed and 
scale, it would be vital for the act of design to become 
an organizational culture that rejects utter dependence 
on a handful of experts.

Mr. Takahito Tokita, Fujitsu’s CEO and CDXO (Chief 
Digital Transformation Officer), proclaimed on the July 1 
CEO bulletin that design is a crucial corporate management 
resource and must be applied to Fujitsu’s strategies and 
philosophy in every aspect of the business process. 
We hope you, the reader of this book, will cultivate a 
design mindset and become a leader of design-driven 
transformation today, shoulder to shoulder with other 
transformation leaders who may not be part of the 
company, and we hope you share this path in realizing 
a more fulfilling society. By blending together the digital 
realm with the power of design, we look forward to 
creating a yet unfathomable but brilliant world. 

Foreword

Tetsuya UDA

Head of Design 
Center
Fujitsu Limited

001Foreword



Foreword

Chapter 1   The Value of Design Today - Venanzio Arquilla

1. The Meaning of Design

1.1     Defining design

1.2     Strategic design

1.3     Human-centered design

2. Design Evolution

2.1     The origin of design

2.2     Design and mass production: new industrial processes and chair No. 14 by Thonet

2.3     Postwar conversion and new opportunities for industrial production: the Vespa scooter 

2.4     The advent of polymers and a new generation of products

2.5     2007: The smartphone is born

2.6     A new generation of smart products: artificial intelligence (AI) and the Nest thermostat 

2.7     Conclusions 

3. A New Role of Design

3.1     From design to design thinking and the evolution of the design discourse

3.2     John Maeda and three types of design

3.3     The many faces of design: how different companies leverage design to innovate

4. The Value of Design

4.1     Design generates tangible returns

4.2     Design as a strategic asset: role and evolution of design functions within organizations

Chapter 1  Key Takeaways

Glossary

Chapter 2   Design Thinking and Its Evolution - Cabirio Cautela

1. The Design Thinking Approach: It's Birth and Rise

2. Design Thinking Evolution: Four Different Models

2.1     Design thinking as creative problem solving (CPS)

2.2     Design thinking as sprint execution

2.3     Design thinking as creative confidence

2.4     Design thinking as innovation of meaning

3. Meaning as a Source of Competitive Advantage

4. Fujitsu Human Centric Experience Design (HXD): The Fujitsu Approach

4.1     Fujitsu design philosophy

4.2     Introducing Fujitsu Human Centric Experience Design and its context

4.3     Five phases of Fujitsu HXD (the process)

4.4     Mindset and method components

4.5     Integrating co-creation into Fujitsu HXD

4.6     Fujitsu’s path towards Human Centric Experience Design

Chapter 2  Key Takeaways

Fujitsu Case Studies

001

005

031

Contents Transformation by Design
Planning Design Strategies and Services for the Next Generation Digital Challenges

(Politecnico di Milano)

(Politecnico di Milano)



059

077

097

124

125

Chapter 3   Design and AI in the Age of Digital Transformation - Gianluca Carella (Politecnico di 
Milano) & Elena Marengoni

1. Why Digital Transformation Today?

1.1     What is digital transformation?

1.2     Evolution of digital transformation through cases and practices

2. The Rise of AI: Evolution and Future Scenarios

2.1     Introducing artificial intelligence 

2.2     AI: State of the art 

2.3     AI: Business opportunities

3. Innovating with AI and the Role of Design

4. The Ethical Challenges of AI

Chapter 3  Key Takeaways

Fujitsu Case Studies

Chapter 4   Envisioning the Future: Scenario-Building Techniques - Gianluca Carella (Politecnico di 

Milano) & Elena Marengoni

1. An Introduction: To Futures Studies in Design

1.1     Futures Studies: what it is

1.2     Scenario building and its relation to the future

1.3     History of scenario techniques

2. Characteristics of Scenario Building

2.1     What form scenario takes

2.2     How scenario is expressed and the importance of adopting it

3. The Value of Scenario Building for a Technology Company

4. Applying Scenario Building

4.1     A qualitative approach to scenario building

4.2     Key characteristics

4.3     How to apply scenario building: a step-by-step process

4.4     Scenario building use

4.5     Risks and shortcomings

Chapter 4  Key Takeaways

Fujitsu Case Studies

Chapter 5   Designing the Intangible: Services and Service Design Methodologies and Tools
- Gianluca Carella (Politecnico di Milano) & Elena Marengoni

1. Introducing Services and Their Evolution

1.1     Services, the heart of modern economies: what are they?

1.2     Services: a field in constant evolutions that provides new opportunities for service companies

1.3     The evolution of services in the digital era

2. Designing a Service

2.1     Introducing service design

2.2     The importance of service performance and designing performance evaluation

3. Adopting Service Design Tools

3.1     Service Offering Map

3.2     User personas

3.3     User journey map

3.4     Zoom out, zoom in: creating use case storyboards

3.5     Service blueprint

Chapter 5  Key Takeaways

Fujitsu Case Studies

Afterword

References





The meaning of the word design has greatly evolved over time, 
as have the object that design is concerned with and the level 
at which design operates within companies. Design has acquired 
a more strategic position and design thinking has attracted 
attention in the business context, becoming a core innovation 
asset. Today, design is very much connected to the idea of 
designing for people, and human-centered design (HCD) plays 
a central role. This chapter presents a brief historical overview 
of design, documenting a transformation of the meaning of 
the word itself, its growing importance as an attitude, and its 
implications on people's mindsets.

CHAPTER

1
The Value of 
Design Today

V e n a n z i o  A r q u i l l a
( P o l i t e c n i c o  d i  M i l a n o )
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1.1
Defining design

'HVLJQ� LV� LQFUHDVLQJO\� DW� WKH� FHQWHU� RI� GHEDWH� LQ� WKH�
EXVLQHVV�FRQWH[W�DQG�EH\RQG��,W�LV�FKDOOHQJLQJ�WR�FRPH�
XS�ZLWK�DQ�H[KDXVWLYH�GHILQLWLRQ�RI�GHVLJQ�EHFDXVH�LW�LV�
D�FRPSOH[�SKHQRPHQRQ��RU�UDWKHU��D�SUREOHPDWLF�ZRUG��
,Q� IDFW�� LWV�PHDQLQJ�DQG�DWWULEXWHV� ODUJHO\� GHSHQG�RQ�
WKH�FRQWH[W�WR�ZKLFK�LW�LV�UHIHUUHG�

)URP� D� OLQJXLVWLF� VWDQGSRLQW�� GHVLJQ� FRXOG� EH� D�
YHUE��DV�LQ�WR�GHVLJQ��WR�FDUU\�RXW�D�SURMHFW��7KLV�FRQFHSW�
GHULYHV�IURP�WKH�/DWLQ�SURMHFWXV��ZKLFK�PHDQV�WKURZLQJ�
IRUZDUG�LQ�UHIHUHQFH�WR�WKH�JRDOV�RQH�LQWHQGV�WR�SXUVXH�
LQ�WKH�IXWXUH��$V�D�YHUE��WR�GHVLJQ�WKXV�PHDQV�WR�FUHDWH�
VRPHWKLQJ�IRU�RXU�IXWXUH��RU�PRUH�JHQHUDOO\��IRU�D�EHWWHU�
IXWXUH��/LNHZLVH��GHVLJQ�FDQ�EH�XVHG�DV�D�QRXQ�ZKHQ�LW�
UHIHUV�WR�SURMHFW�UHODWHG�DFWLYLWLHV�RU�VNLOOV��ZKLOH�LW�KDV�
PRUH� UHFHQWO\� IRXQG�QHZ�DSSOLFDWLRQV�DV�DQ�DGMHFWLYH�
�H�J��� GHVLJQHU� FORWKHV�� GHVLJQHU� VKRHV�� HWF���� WKXV�
DFTXLULQJ�LQWHUHVWLQJ�SURPRWLRQDO�YDOXH��,Q�WKLV�FRQWH[W��
GHVLJQ�UHIHUV�WR�WKH�VW\OLVWLF�TXDOLWLHV�RI�WKH�REMHFW�� LWV�
FUHDWLRQ�SURFHVV��DQG�HYHQWXDOO\�LWV�FRVW�

1.

,Q� KLV� ERRN�'HVLJQ�� $� 9HU\� 6KRUW� ,QWURGXFWLRQ�� %ULWLVK�
ZULWHU� DQG� OHFWXUHU� -RKQ�+HVNHWW� ������� FRPHV� WR� WKH�
FRQFOXVLRQ�WKDW�WKH�ZRUG�GHVLJQ�KDV�VR�PDQ\�PHDQLQJV�
WKDW� LW� EHFRPHV� DOPRVW� LPSRVVLEOH� WR� GLVHQWDQJOH� LWV�
FRPSOH[LW\��“'HVLJQ����DV�D�ZRUG�LV�FRPPRQ�HQRXJK��EXW�
LW�LV�IXOO�RI�LQFRQJUXLWLHV��KDV�LQQXPHUDEOH�PDQLIHVWDWLRQV��
DQG� ODFNV�ERXQGDULHV� WKDW�JLYH�FODULW\�DQG�GHILQLWLRQ�����
'HVLJQ�KDV�VR�PDQ\�OHYHOV�RI�PHDQLQJ�WKDW�LW�LV�LQ�LWVHOI�
D�VRXUFH�RI�FRQIXVLRQ�”

:LWK� WKLV� LQ�PLQG�� WKLV� LQWURGXFWLRQ� ZLOO� WU\� WR� EULQJ�
WRJHWKHU�D�YDULHW\�RI�SHUVSHFWLYHV�RQ�WKH�WRSLF�WR�VKRZ�
VRPH�RI�WKH�PRVW�UHFHQW�DQG�LQWHUHVWLQJ�FRQWULEXWLRQV�WR�
WKH�GHILQLWLRQ�RI�WKLV�FRPSOH[�ILHOG�

,Q�KLV�GHILQLWLRQ�RI�GHVLJQ�IRU�WKH�7UHFFDQL�(QF\FORSHGLD��
,WDOLDQ�DUFKLWHFW�DQG�GHVLJQHU�$QGUHD�%UDQ]L��������WDONV�
DERXW�GHVLJQ�DV�D�PDVV�SKHQRPHQRQ�

'HVLJQ�KDV�EHFRPH�D�PDVV�SKHQRPHQRQ�� 7KH�XVH�

RI� WKH�H[SUHVVLRQ� “PDVV”�GRHV�QRW�KDYH�D�QHJDWLYH�

FRQQRWDWLRQ��EXW�SRLQWV�WRZDUGV�D�QHZ�NLQG�RI�VRFLDO�

The Meaning of Design

1.
John Heskett 

2.
Don Norman

1 2
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DFWLYLW\�XQGHUWDNHQ�E\�DQ�HYHU�LQFUHDVLQJ�QXPEHU�RI�

DFWRUV��ZKR�DUH�FRPPLWWHG� WR�GHVLJQLQJ� LQQRYDWLRQ�

VWUDWHJLHV�DQG� IXWXUH�VFHQDULRV� WKDW�JR�ZD\�EH\RQG�

WKH�SURGXFW��:H�FDQ� WKXV�DIILUP�WKDW� WKH�HUD�RI� WKH�

GHVLJQ�PDVWHUV��ZKRVH�SURGXFWLRQ� UHYROYHG�DURXQG�

LQGLYLGXDO� REMHFWV� �RIWHQ� WUXH�PDVWHUSLHFHV��� KDV�

FRPH� WR�DQ�HQG�DQG�D�QHZ�HUD�KDV�EHJXQ��RQH� LQ�

ZKLFK�GHVLJQ� LV�RQH�RI� WKH�PDLQ� OHYHUV�RI� WKH�VRFLDO�

HFRQRP\�

,Q� 2FWREHU� ������ GXULQJ� LWV� WZHQW\�QLQWK� *HQHUDO�
$VVHPEO\�� WKH�:RUOG�'HVLJQ�2UJDQL]DWLRQ� �:'2� DQG�
IRUPHU� ,&6,'�� ,QWHUQDWLRQDO� &RXQFLO� RI� 6RFLHWLHV� RI�
,QGXVWULDO� 'HVLJQ�� KDV� LQWURGXFHG� RQH� RI� WKH� PRVW�
HIIHFWLYH�DQG�FRQWHPSRUDU\�GHILQLWLRQV�RI�GHVLJQ�

,QGXVWULDO� 'HVLJQ� LV� D� VWUDWHJLF� SUREOHP�VROYLQJ�

SURFHVV� WKDW� GULYHV� LQQRYDWLRQ�� EXLOGV� EXVLQHVV�

VXFFHV V � � DQG� OHDGV� WR� D� EHW WHU � TXDO L W \ � R I � O L I H�

WKURXJK� LQQRYDWLYH� SURGXFWV�� V\VWHPV�� VHUYLFHV��

DQG�H[SHULHQFHV�� ,QGXVWULDO�'HVLJQ�EULGJHV� WKH�JDS�

EHWZHHQ�ZKDW� LV�DQG�ZKDW’V�SRVVLEOH�� ,W� LV�D� WUDQV�

GLVFLSOLQDU\� SURIHVVLRQ� WKDW� KDUQHVVHV� FUHDWLYLW\�

WR� UHVROYH�SUREOHPV�DQG� FR�FUHDWH� VROXWLRQV�ZLWK�

WKH� LQWHQW� RI�PDNLQJ� D� SURGXFW�� V\VWHP�� VHUYLFH��

H[SHU LHQFH� RU� D� EXVLQHVV�� EHWWHU�� $W� LW V� KHDUW ��

,QGXVWULDO�'HVLJQ�SURYLGHV� D�PRUH�RSWLPLVWLF�ZD\�

RI� ORRNLQJ� DW� WKH� IXWXUH� E\� UHIUDPLQJ� SUREOHPV�

DV� RSSRUWXQLWLHV�� ,W� OLQNV� LQQRYDWLRQ�� WHFKQRORJ\��

UHVHDUFK��EXVLQHVV��DQG� FXVWRPHUV� WR�SURYLGH�QHZ�

YDOXH�DQG�FRPSHWLWLYH�DGYDQWDJH�DFURVV�HFRQRPLF��

VRFLDO��DQG�HQYLURQPHQWDO�VSKHUHV�

The Design of 
Everyday Things

'HVLJQ� LV� D� SURFHVV� ZLWK� KLJK� VWUDWHJLF� YDOXH�� D�
SUREOHP�VROYLQJ� WRRO�� DQG� DQ� HQDEOHU� RI� LQQRYDWLRQ�
WKDW�RIWHQ�OHDGV�WR�VXFFHVVIXO�EXVLQHVV�RXWFRPHV��)LUVW�
DQG�IRUHPRVW��WKLV�GHILQLWLRQ�IUDPHV�ZKDW�WKH�GRPDLQ�
RI� GHVLJQ� LV�� 7RGD\�� GHVLJQ� LVQ’W� MXVW� DERXW� SURGXFWV�
DQ\PRUH�� EXW� LW� LV� DOVR� DSSOLHG� WR� V\VWHPV�� VHUYLFHV��
DQG�H[SHULHQFHV��6HFRQG�� WKLV�GHILQLWLRQ�KLJKOLJKWV� LWV�
GLVWLQFWLYH�TXDOLWLHV��:KHQ�D�SURGXFW��SURFHVV��VHUYLFH��RU�
H[SHULHQFH�LV�ZHOO�GHVLJQHG�DQG�ZRUNV�ZHOO��LW�JHQHUDWHV�
D�WDQJLEOH�SRVLWLYH�RXWFRPH��7KLV�RXWFRPH�LV�H[SUHVVHG�
LQ�WKH�IRUP�RI�LPSURYHPHQWV�WR�SHRSOH’V�OLYHV�DQG�WKH�
FUHDWLRQ�RI�QHZ�HFRQRPLF�YDOXH�

8S� WR� WKH� EHJLQQLQJ� RI� WKH� WZHQW\�ILUVW� FHQWXU\��
GHVLJQ�KDG�PRVWO\�EHHQ�DSSOLHG�WR�LQGXVWULDO�SURGXFWV�
�KHQFH� WKH� GHILQLWLRQ� RI� LQGXVWULDO� GHVLJQ��� 7KDQNV� WR�
WKH�DGYHQW�RI�GLJLWDO�WHFKQRORJLHV�DQG�WKH�WHFKQRORJLFDO�
UHYROXWLRQ�WKLV�EURXJKW�DERXW��DQ�H[WUHPHO\�IDVW�WUDQVLWLRQ�
RFFXUUHG��PDNLQJ�GHVLJQ�D�SDUWLFXODUO\�LPSRUWDQW�DVVHW�
IRU�WKH�FUHDWLRQ�RI�V\VWHPV��VHUYLFHV��DQG�H[SHULHQFHV��
,Q� IDFW�� XVHU� H[SHULHQFH� KDV� ODWHO\� EHFRPH� WKH�PRVW�
LPSRUWDQW�SDUW�RI�HYHU\�EXVLQHVV�PRGHO�

,Q�DQ�DUWLFOH�IRU�WKH�11�J�JURXS�$PHULFDQ�UHVHDUFKHU��
DXWKRU��DQG�SURIHVVRU�'RQ�1RUPDQ��NQRZQ�DV�WKH�IDWKHU�
RI�XVHU�H[SHULHQFH��SXWV�IRUWK�D�SURYRFDWLRQ�LQ�ZKLFK�KH�
GHFODUHV�WKDW�H[SHULHQFH�LV�HYHU\WKLQJ��“8VHU�H[SHULHQFH�
HQFRPSDVVHV�DOO� DVSHFWV�RI� WKH�HQG�XVHU’V� LQWHUDFWLRQ�
ZLWK� WKH� FRPSDQ\�� LWV� VHUYLFHV�� DQG� LWV� SURGXFWV�”� ,Q�
WKLV�UHVSHFW��GHVLJQ�SOD\V�D�PDLHXWLF�DQG�YLVLRQDU\�UROH�
EHFDXVH��DV�WKH�:'2
V�GHILQLWLRQ�RI�GHVLJQ�KLJKOLJKWV��
LW� ILOOV� WKH� JDS� EHWZHHQ�ZKDW� LV� DQG�ZKDW� LV� IHDVLEOH�
RU�GHVLUDEOH��

007The Value of Design Today



1.2
Strategic design

'HVLJQ�LV�FRQFHUQHG�ZLWK�WKH�IXWXUH��IURP�D�PHWKRGRORJLFDO�
VWDQGSRLQW�� WKLV� LV� UHIOHFWHG� LQ� WKH�XVH�RI�HWKQRJUDSKLF�
PHWKRGV�� REVHUYDWLRQ�� LQWHUYLHZV�� DQG�PRUH�JHQHUDOO\�
WKH� LQYROYHPHQW�RI�XVHUV� LQ� WKH�GHVLJQ�SURFHVV�� ,Q� WKLV�
PHDQLQJIXO�GHWDLO�VLWV�WKH�PDJLF�RI�GHVLJQ�DQG�LWV�PRVW�
LPSRUWDQW�FKDUDFWHULVWLF��WKH�DELOLW\�WR�UHDG�LQQRYDWLRQ�DQG�
JLYH�LW�SXUSRVH�DQG�YDOXH��,WDOLDQ�SURIHVVRU�DQG�UHVHDUFKHU�
)UDQFHVFR�=XUOR�JLYHV�D�GHILQLWLRQ�RI�WKLV�VWUDWHJLF�DFWLRQ��
,Q�KLV�ERRN�/H�VWUDWHJLH�GHO�GHVLJQ��GLVHJQDUH�LO�YDORUH�
ROWUH� LO� SURGRWWR� �'HVLJQ� 6WUDWHJLHV�� 'HVLJQLQJ� 9DOXH�
EH\RQG� WKH� 3URGXFW��� KH� H[SOLFLWO\� SUHVHQWV� WKH� WKUHH�
IXQGDPHQWDO� FKDUDFWHULVWLFV� RI� GHVLJQ� DQG� GHVLJQHUV��
IRUHVHHLQJ��VHHLQJ��DQG�PDNLQJ�RWKHU�VHH�

/LNHZLVH��WKHUH�DUH�VHYHUDO�RWKHU�DXWKRUV��LQFOXGLQJ�
,WDOLDQ�SURIHVVRU�DQG� UHVHDUFKHU�5REHUWR�9HUJDQWL��ZKR�
UHIHU�WR�WKH�LGHD�RI�PHDQLQJ�LQQRYDWLRQ��7KLV�LQQRYDWLRQ�
LV�H[SUHVVHG�WKURXJK�SURGXFWV�DQG�VHUYLFHV� WKDW�FUHDWH�
UDGLFDO� EUHDNWKURXJKV� DQG� GLVUXSW� WKH� VFKHPHV� RI�
LQFUHPHQWDO�LQQRYDWLRQ��,W�SURSRVHV�QHZ�DSSURDFKHV�DQG�
JHQHUDWHV�QHZ�RSSRUWXQLWLHV�WR�VROYH�FRPSOH[�SUREOHPV�

,W� LV�HYLGHQW� WKDW� LQQRYDWLRQ� LVQ’W� H[FOXVLYHO\�DERXW�
WHFKQRORJ\�DQG�WKDW�LW�FDQ�IXOO\�EH�GHILQHG�DV�VXFK�RQO\�
ZKHQ� LW� HQWHUV� WKH�PDUNHW� DQG�PDNHV� DQ� LPSDFW� RQ�
VRFLHW\�� 7R� DFKLHYH� WKLV�� DQ\� LQQRYDWLYH� FRPSRQHQW� RI�
DQ\�VROXWLRQ�PXVW�EH�GHHPHG�ZRUWK\�E\�XVHUV��DQG�VR�
LQQRYDWLRQ�� UHVHDUFK�� WHFKQRORJ\�� DQG�EXVLQHVV� VKRXOG�

ZRUN� WRJHWKHU� KDUPRQLRXVO\� WR� LQWHUSUHW� RU� DQWLFLSDWH�
XVHU�QHHGV�LQ�DQ�DSSURSULDWH�ZD\��

Example:
The Nintendo Wii, a success of
meaning innovation (2006) 

$V� 5REHUWR� 9HUJDQWL� ������� KLJKOLJKWV� LQ� KLV� ERRN�
'HVLJQ�'ULYHQ� ,QQRYDWLRQ�� WKH�1LQWHQGR�:LL� FDVH�VWXG\�
GHPRQVWUDWHV�KRZ�WHFKQRORJ\�FDQ�SOD\�D�FHQWUDO�UROH�DV�
WKH�HQDEOHU�RI�D�UDGLFDO�EUHDNWKURXJK��7KLV�JURXQGEUHDNLQJ�
LQQRYDWLRQ� QRW� RQO\� WUDQVIRUPV� D� SURGXFW� DQG� LWV�
IXQFWLRQDOLWLHV��EXW� LW�FDQ�DOVR�UHGHILQH�WKH�PHDQLQJ�RI�
WKH�DFWLRQ�WKH�XVHU�SHUIRUPV�ZLWK�LW��,Q�IDFW��WKH�1LQWHQGR�
:LL� UHOLHV� RQ�D� VSHFLILF� W\SH�RI� HOHFWURQLF� FRPSRQHQW�—
0(06��PLFURHOHFWURPHFKDQLFDO�V\VWHP��DFFHOHURPHWHUV��
WR�DOORZ�XVHUV�WR�LQWHUDFW�ZLWK�WKH�JDPHV�LQ�D�QHZ�DQG�
PRUH�DFWLYH�ZD\�� WKURXJK�JHVWXUHV�DQG�PRYHPHQWV� LQ�
WKH�UHDO�ZRUOG��

$V�9HUJDQWL�VD\V��WKH�:LL�WUDQVIRUPV� “WKH�PHDQLQJ�
RI�JDPH�FRQVROHV�IURP�D�SDVVLYH�LPPHUVLRQ�LQ�D�YLUWXDO�
ZRUOG�LQWR�DQ�DFWLYH�SK\VLFDO�HQWHUWDLQPHQW�LQ�WKH�UHDO�
ZRUOG��WKURXJK�EHWWHU�VRFLDOL]DWLRQ�”�,Q�DQ�DSSURDFK�TXLWH�
GLIIHUHQW� IURP� WKRVH� RI� WKHLU� FRPSHWLWRUV�� ZKR�ZHUH�
PRYLQJ�LQ�WKH�GLUHFWLRQ�RI�PRUH�LPPHUVLYH�H[SHULHQFHV��
1LQWHQGR�FKRVH�WR�VLPSOLI\�LWV�JDPHV��LQWHUDFWLRQV��DQG�
YLVXDO�VW\OHV��$V�D� UHVXOW�� WKH�1LQWHQGR�:LL�KDV�TXLFNO\�
EHFRPH�SRSXODU�DFURVV�JHQHUDWLRQV�DQG�KDV�UHGHILQHG�
WKH�PHDQLQJ� RI� JDPLQJ��PDQDJLQJ� WR� DSSHDO� WR� QHZ�

1.
Nintendo Wii

2.
Nintendo Switch

1

2
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and unexpected markets. 
Children, parents, and grandparents gather around 

the console; technology has been the main driver in the 
console’s development, but this has resulted in a new 
purpose for users. The same interesting approach can be 
seen in the more recent Nintendo Switch console, which 
has once again redefined the concept of videogames, 
detaching it from a specific context (the user plays alone 
or with somebody else, in front of the TV or anywhere else) 
and allowing for new interactions through the creative 
Nintendo Labo kit.

Example:
The Google Glass,
a failure meaning innovation (2014)

On the contrary, the Google Glass experiment and its 
commercial failure testify a very different kind of situation, 
one in which innovation has been primarily driven by 
technology and has given birth to a product that feels 
distant from real user needs. From an engineering 
perspective, the Glass is truly avant-garde, as it allows 
users to perform complex tasks through a head-mounted 
display and to voice commands, completely hands free. 

However, while the Glass had a significant impact on 
specific B2B contexts (e.g., medical and maintenance), it 
failed to create value for individual customers (its intended 
target). It also failed to clarify what need the product was 
solving and why people would want to buy it and use 

Google Glass

it. What this story illuminates is that when innovation is 
solely driven by technology, it rarely becomes a market 
success. If it does succeed, it’s because it has been given 
a form that makes such technology approachable and 
human centric. 

As design becomes more strategically relevant, 
the role that designers play is evolving as well. In 
particular, designers today must be able to infuse 
responsibility and cultural awareness into the creation 
of products and services. Technology offers us endless 
opportunities, while design gives us the tools to imagine 
new products and services and transformative business 
opportunities through a user-centered approach. Thus 
design must act responsibly. This means, for instance, 
adopting an ethical approach towards big data and AI, 
but also curating the aesthetics and form of products, 
services, interfaces, and interactive artifacts, in order to 
make them coherent and understandable. Also, acting 
responsibly concerns taking into account the cultural 
implications of every project and finding ways to contain 
the loss of distinctive and unique cultural traits, also 
known as deculturation. Altogether, the concepts listed 
here represent the most prominent ethical concerns 
that designers should pay attention to. 
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1.3
Human-centered design 

'HVLJQ� LV� LQKHUHQWO\� LQWHUHVWHG� LQ� SHRSOH� DV� XVHUV� RI�
SURGXFWV�DQG�VHUYLFHV�RU�DV�DFWRUV�ZKR�LQWHUDFW�ZLWK�VXFK�
DUWLIDFWV� LQ� YDULRXV�ZD\V�� 7KH� LQWHUHVW� RI� VFKRODUV� DQG�
SUDFWLWLRQHUV�WRZDUGV�FRGLI\LQJ�WKH�WKHRULHV�DQG�PHWKRGV�
RI�D�KXPDQ�FHQWULF�DSSURDFK�LVQ’W�QHZ��$OUHDG\�LQ�������DV�
+XQJDULDQ�DUWLVW�/iV]Oy�0RKRO\�1DJ\�ZDV�HVWDEOLVKLQJ�WKH�
GHVLJQ�VFKRRO�1HZ�%DXKDXV��KH�DIILUPHG�WKDW�REVHUYLQJ�
XVHUV�DQG�WKHLU�EHKDYLRUV�WR�FRPH�XS�ZLWK�VROXWLRQV�ZDV�
DOUHDG\�D�FRQVROLGDWHG�SUDFWLFH�IRU�GHVLJQHUV�

/DWHU�RQ��KXPDQ�FHQWHUHG�GHVLJQ�PDGH�LWV�DSSHDUDQFH�
DV� D�PHWKRGRORJ\� WKDW� FRXOG� KHOS� GHVLJQHUV� WR� FRPH�
XS�ZLWK�PRUH�XVDEOH�PDFKLQHV�RU�LQWHUDFWLYH�V\VWHPV��
3DUWLFXODUO\�LPSRUWDQW�LQ�WKLV�VHQVH�LV�WKH�PDQXDO�ZULWWHQ�
E\�$PHULFDQ�LQGXVWULDO�GHVLJQHU�+HQU\�'UH\IXVV�LQ�������
'HVLJQLQJ�IRU�3HRSOH��7KLV�DSSOLFDWLRQ� LQ�HQJLQHHULQJ�
UHODWHG� ILHOGV� KDV� SURYHQ� LWV� YDOXH� WR� VXSSRUW� WKH�
FUHDWLRQ� RI� WRROV�ZLWK� D� SUHGHILQHG� VHW� RI� JRDOV� DQG�
WDVNV��+RZHYHU��WKH�DSSURDFK�IDOOV�VKRUW�LQ�WKH�FDVH�RI�
PRUH�FRPSOH[�GHVLJQ�SUREOHPV�RU�PRUH�RSHQ�HQGHG�DQG�
H[SORUDWRU\�LQWHUDFWLRQV�SHUIRUPHG�E\�XVHUV��

7KXV��LQ�PRUH�UHFHQW�\HDUV��KXPDQ�FHQWHUHG�GHVLJQ�KDV�
EHHQ�UHGHILQHG�DV�D�SUDFWLFH�WKDW�ORRNV�DW�XVHUV�LQ�WKHLU�
FRQWH[WV��WR�QRW�RQO\�FUHDWH�XVDEOH�VROXWLRQV�EXW�DOVR�WR�
LGHQWLI\�DUHDV�RI�YDOXH�DQG�FUHDWH�UHOHYDQW�SURSRVLWLRQV��
7KLV� KDV� HOHYDWHG� WKH� UROH� RI� KXPDQ�FHQWHUHG� GHVLJQ�

1.
Moholy-Nagy

2.
Artwork by 
Moholy-Nagy

DV�D�PHWKRGRORJLFDO�DSSURDFK� WKDW� FDQ�KHOS� WR� LQIRUP�
VWUDWHJLF�GHFLVLRQV��

7KH� KXPDQ�FHQWHUHG� GHVLJQ� S\UDPLG� �VHH� LPDJH�
RQ� WKH�QH[W�SDJH��GHILQHV�YHU\�ZHOO� WKLV� FRQWHPSRUDU\�
DSSURDFK�DQG�VXJJHVWV�WKDW�ZH�VKRXOG�ORRN�DW�KXPDQV�
IURP� D� QXPEHU� RI� GLIIHUHQW� SHUVSHFWLYHV�� ELRORJLFDO��
FRJQLWLYH�� HPRWLRQDO�� VRFLRORJLFDO�� DQG�PHWDSK\VLFDO��
6LPLODUO\��LQ�D�EULHI�YLGHR�OHFWXUH��'RQDOG�1RUPDQ�UHPLQGV�
SUDFWLWLRQHUV�WKDW�KXPDQ�SUREOHPV�DUH�RIWHQ�PXOWLIDFHWHG�
DQG�LQWHUFRQQHFWHG�DQG�WKDW�GHVLJQHUV�VKRXOG�IRFXV�RQ�
WKH�XQGHUO\LQJ�FDXVHV�UDWKHU�WKDQ�MXVW�RQ�WKH�V\PSWRPV�
RI�D�JLYHQ�SUREOHP�

+XPDQ�FHQWHUHG� GHVLJQ� LV� FRQFHUQHG� ZLWK� WDNLQJ�
WKH� SHUVSHFWLYH� RI� WKH� XVHU� LQWR� DFFRXQW� WKURXJKRXW�
WKH� GHVLJQ� SURFHVV� DQG� DOZD\V�PDNLQJ� VXUH� WKDW� WKH�
GHFLVLRQV�EHLQJ�PDGH�UHIOHFW�WKH�XVHU’V�QHHGV�DQG�DGGUHVV�
WKHP� LQWHQWLRQDOO\��:KLOH� LW� LV� DOZD\V� WKH� GHVLJQHU
V�
UHVSRQVLELOLW\� WR�DFW� DV�D� ILOWHU� DQG� VKDSH� WKH� VROXWLRQ��
IDLOLQJ� WR� DFNQRZOHGJH� WKH� XVHU’V� SRLQW� RI� YLHZ� FRXOG�
UHVXOW� LQ�EDG�GHFLVLRQV�� 7KH� IROORZLQJ�DUH� VRPH�RI� WKH�
ZD\V� LQ�ZKLFK�KXPDQ�FHQWHUHG�GHVLJQ� FDQ� FRQWULEXWH�
WR�WKH�GHVLJQ�SURFHVV�

Empathy and taking perspective:� OLVWHQLQJ�WR�XVHUV��
REVHUYLQJ� WKHP��DQG� LQWHUDFWLQJ�ZLWK� WKHP�WR� IXOO\�

XQGHUVWDQG�WKHLU�FRQWH[W�DQG�QHHGV�

Need definition:� OHYHUDJLQJ�WKH�JDWKHUHG�LQVLJKWV�WR�
GHILQH�DUHDV�RI�QHHG�DQG�RSSRUWXQLW\��,W� LV�LPSRUWDQW�

1 2
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WHO

Human Factors

WHAT

Activities, Tasks and Functions

WHEN

Interactivity

HOW

Semiotics,
Communication and

Discourse

WHY

Meaning

WR�VWD\�DQFKRUHG�WR�XVHU�QHHGV�DW�WKLV�VWDJH�DQG�DYRLG�

MXPSLQJ�WR�VROXWLRQV�WRR�TXLFNO\��2QH�VKRXOG�VD\�“ZH�

QHHG� WR�KHOS�SHRSOH�EHWWHU�PDQDJH� WKHLU� ILQDQFHV�

DQG�EH�PRUH�HGXFDWHG�DQG�LQ�FRQWURO”�UDWKHU�WKDQ�“ZH�

QHHG�DXWRPDWHG�EXGJHW�UHFRPPHQGDWLRQV�”

Idea generation and prioritization:� OHYHUDJLQJ� WKH�
JDWKHUHG�LQVLJKWV�WR�FRPH�XS�ZLWK�SRVVLEOH�VROXWLRQV��

DQG�SULRULWL]LQJ�WKHP�E\�WDNLQJ�LQWR�DFFRXQW�WKH�YDOXH�

IRU�WKH�XVHU�DPRQJVW�RWKHU�IDFWRUV��VXFK�DV�IHDVLELOLW\��

VWUDWHJLF�ILW��EXVLQHVV�SRWHQWLDO��HWF�

Solution validation:� WHVWLQJ�SRVVLEOH�VROXWLRQV�ZLWK�
XVHUV�WR�YHULI\�WKHLU� ILW� LQ�WHUPV�RI�YDOXH��XVDJH��DQG�

XVDELOLW\�

2YHU�WLPH��WKH�SULQFLSOHV�RI�KXPDQ�FHQWHUHG�GHVLJQ�KDYH�
EHHQ�WUDQVODWHG� LQWR�D�YDULHW\�RI� WHPSODWHV��PHWKRGV��
DQG� FRGLILHG� DFWLYLWLHV�� VRPHWLPHV� WDNLQJ� WKH� IRUP�RI�
WRRONLWV�� 3DUWLFXODUO\� QRWDEOH� DUH� GHVLJQ� FRQVXOWDQF\�
,'(2’V�WRRONLW�DQG�ILHOG�JXLGH��ZKLFK�SURYLGH�DFWLRQDEOH�
LQVLJKWV�DQG�SUDFWLFDO�JXLGDQFH�WR�SURIHVVLRQDOV�VHHNLQJ�
WR�DGRSW�WKLV�DSSURDFK�

Designing for
People

The HCD Pyramid
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1900 1925 1950 1975 2000

Design as Craft

Design as Mass Production

Design as Styling

Design as User Interface

Design as Experience

1850 1945 1962 2007 2016

Design Evolution

Design evolution: 
a brief overview

2.1
The origin of design

The origin of design can be set between the end of the 
nineteenth century and the beginning of the twentieth, 
following the advent of the second Industrial Revolution. 
The purpose of design in this historical moment can be 
easily defined through the concept of Die gute Form 
(Max Bill, 1949) or Good Design. This is opposed to the 
idea of design as style, diffused by various masters and 
ambassadors of design, who first adhered to the German 
art school Bauhaus and then to the Ulm School of Design. 
In its first applications, design was thus concerned with 
the idea of giving the appropriate form and quality to 
industrial products.

Before the advent of industrial design, design was 
considered on a par with craftsmanship. Anyone who 
was capable of producing an object could be called a 
designer, whether dedicated to the creation of unique 
self-produced pieces or small productions that relied on 

craftsmen specialized in the use of a certain material. 
This is how objects were created prior to the Industrial 
Revolution. In Capire il design (that is, Understanding 
Design), Andrea Branzi claims that design was born 
million of years ago when hominids first started shaping 
stones and using them to slice meat or hunt. 

Making stones sharp enough to be employed as 
hunting weapons required advanced skills. In particular, 
it required the ability to identify a need (getting food) and 
turn it into a solution (a tool) that, once tested, could be 
used by every member of the community. Several cave 
paintings testify the successful, widespread adoption of 
new hunting tools. This story highlights one of the most 
salient qualities of what we call design today: the ability 
to turn problems into opportunities through intelligence, 
which is a key prerogative of human beings.

The following paragraphs leverage a variety of case 
studies to present some key milestones in the history of 
design. A significant portion of these examples draws 
from the Italian history of design.

2.
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2.2
Design and mass production: 
new industrial processes and chair No. 14
by Thonet

As industrialization progressed and technology evolved, 
design began to be applied to mass production. An 
interesting example is the Thonet chair company’s 
creation of chair No. 14, which is regarded as a watershed 
between classic artisanal and industrial production. 
Designed in 1859, prior to the Industrial Revolution, this 
chair embodies an archetype, the Viennese chair, and 
has sold over fifty million units over the course of forty 
years. This chair is tangible proof that, when design is 
well applied and discontinues a tradition by integrating 
new understandable and desirable elements, it can lead 
to significant positive business outcomes.

German-Austrian cabinet maker Michael Thonet 
patented his steam-bending process for wood, which was 
a very promising technique but posed major productive 
constraints as well: wood could only be bent in one 
direction and there were limitations to the length of 
the pieces that could be processed. By turning these 
constraints into opportunities, Thonet created the first 
assembled chair in history that then went on to become 
an entire family of products.

Before Thonet, chairs used to be unique pieces, and 
the finest productions featured decorations or inlays. 
Overall, they were bulky and heavy. Thonet managed to 
simplify the form of the chair, offering a functional and 
rather minimal solution that defined a new paradigm for 
that era. His design choices had a knock-on effect on the 
distribution of the product as well, since the chairs were 
delivered completely disassembled to customers. Years 
and years before IKEA, the concept of the flat-pack was 
born with Thonet.

Chair No. 14 
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2.3
Postwar conversion and
new opportunities for industrial production: 
the Vespa scooter

After World War II, several companies were on the lookout 
for new opportunities and seeking a viable alternative to 
war production. Like other companies, Italian company 
Piaggio produced military aircraft before making Vespa, 
and right after the war, they initially weren't planning 
on entering the sector of motorbikes. 

In 1946, Italian entrepreneur Enrico Piaggio gave 
engineer Corradino D’Ascanio the task of designing 
a lightweight and economic scooter. D’Ascanio hated 
motorbikes; he deemed them uncomfortable, noisy, and 
difficult to maneuver on streets that were often unpaved, 
and he disliked how easy it was to get dirty while riding. 

D’Ascanio was able to quickly flip the problem on its 
head and get the most out of these issues by defining 
a new archetype for mobility on two wheels. By simply 
moving the engine and the tank under the seat, he freed 
the central tunnel. By employing a load-bearing frame 
that served both an aesthetic and a functional purpose, 
he eliminated the need for an additional frame. Thus, 
he managed to limit assembly costs and simplify the 

overall assembly process. 
This was made possible because Piaggio owned 

large industrial presses that served in the production of 
aircraft. Not only did the solution have a great technical 
impact, but it also made it possible to guarantee a 
comfortable seat and driving position. The needs of 
the user (in this case, the designer himself) were the 
driving force in a quest for smart solutions that didn’t 
require heavy investment. For example, the engine was 
designed based on the starter motor of a plane, and 
the suspensions took inspiration from plane trolleys. 
In fact, most of the components of the new scooter 
could be produced with technologies that the company 
already owned. 

The most innovative aspect of the Vespa scooter lies 
in what today we would call its user experience: instead 
of having to ride it like a motorbike, the rider can simply 
sit on it and drive it effortlessly. The Vespa scooter has 
become an icon of Italian design, and just like Thonet’s 
chair, it created a new archetype: everybody thinks 
of a Vespa when somebody says “scooter.” Its long-
lasting impact, however, goes beyond the iconicity of 
the product and its commercial success; it is related to 
the way the Vespa has been designed, looking at user 
needs and turning those insights into effective solutions.

1.
Vespa Project
by D’Ascanio

2.
Vespa 50

1 2
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2.4
The advent of polymers and 
a new generation of products

Continuing our journey through the history of design 
and its evolution, we now move from mechanical to 
electrical and electronic products. The 1960s represented 
a key turning point in that respect. Televisions had 
made their first appearance in Italy in 1954. Both radios 
and TVs were commonplace in living rooms; they were 
encased in wood and, in a way, had become the center 
of the modern house. Later, plastic materials began 
to be employed in the production of appliances and 
electrical equipment. Italian engineer Giulio Natta, who 
would later be awarded the Nobel Prize in Chemistry, 
invented the Moplen (more commonly known as isotactic 
polypropylene) at Politecnico di Milano in the 1950s. 
This plastic is still one of the most widely used polymers 
today. 

In this historical moment, industrial designers Marco 
Zanuso and Richard Sapper worked for Brionvega, a 
renowned Italian electronics company. They used plastic 
to give new life to the radio, turning a rather static object 
into a portable and colorful device, characterized by a 
minimalistic but sophisticated form. The project leveraged 
a set of technologies that were new and emerging at the 

Brionvega Radio 
Cubo

time, with the plastic material on one side and electronic 
components on the other. These components made this 
project possible thanks to their miniaturized size.

Radio Cubo (TS522 radio) by Marco Zanuso is made 
of two hinges that allow the cables to go through (with 
the electronic boards) the controls and transistors on one 
side and the speaker on the other side. The radio features 
a clean, streamlined, and highly innovative design, 
accompanied by plastic elements, functional metallic 
components, an antenna, a comfortable handle, and 
a magnetic frame that made it easy to close the radio. 

Radio Cubo embodies the perfect proposition for a 
generation of consumers that was changing its habits 
and had begun to wonder: “Why can’t I listen to the 
radio when I’m not home?” The 1960s, with its many 
plastic products that transformed our domestic lives, 
constituted a radical style revolution. Similar examples of 
products that favored a radical transformation of simple 
daily experiences can be observed in other countries 
too, as the Walkman designed by Sony in Japan can 
very well testify. 
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2.5
2007: The smartphone is born

Taking a quantum leap past the era of computers 
and human-computer interaction and its innovative 
contributions, we mark a new milestone in 2007. It feels 
relatively far away in the past, but 2007 is the year in 
which smartphones were born, with the release of the first 
iPhone. Once again, from a product design standpoint, the 
iPhone didn't rely on any new or ad-hoc technology. It was 
based on a proprietary ecosystem made of a dedicated 
OS and its service platform, iTunes. This platform had 
already proved its innovative potential with the iPod, 
both in terms of user experience and business model. 

Other telephone companies were investing in 
incremental innovations for their products: Nokia was 
releasing its interchangeable covers, Motorola offered 
small pocket-size phones, RIM/Blackberry had developed 
a proprietary OS and was known for its QWERTY keyboard 
targeted to businesspeople. At the same time, Apple 
tried to imagine how the world of communication would 
evolve in the future, choosing to enter a business they 
didn't know. This was possible because Apple readily 
picked up weak signals and leveraged them to make 
strategic decisions. Network speed was increasing while 

costs for data usage were decreasing, content exchanged 
through mobile devices were becoming multimedia, 
and the latest technological developments had made it 
possible to unite several functionalities into one single 
object. 

The output of this first innovation was a hybrid and 
slightly monolithic device: partly camera, partly music 
player, partly navigator, partly phone, and more. In 
fact, the most significant output has been turning the 
phone into a new service platform that, thanks to the 
advent of mobile applications, has seen an exponential 
and uncontrolled rise in offerings and has turned the 
smartphone into an indispensable object.

From a product design perspective, the iPhone relied 
on a number of existing components: an aluminum case 
with a touchscreen, produced by one of Apple’s direct 
competitors, made suitable for the new purpose thanks 
to an extremely intuitive interface and haptic feedback. 
Steve Jobs’ words in his famous 2007 keynote sound like 
a prophecy that Apple’s numbers can very well prove. 
A piece of technology acquired from direct competitors 
and a company without a production line that decided 
to trust international manufacturers while claiming that 
their product was “designed by Apple in California”: 
design is no longer just a trademark or a label, but it is 
instead the core strategic asset of a company.

2.6
A new generation of smart products:
artificial intelligence (AI) and
the Nest thermostat

Up until this point, design was concerned with objects 
which either addressed or anticipated certain user needs 
but had clear and recognizable functionalities, regulated 
by direct user input and interactions (e.g., the user presses 
a button and the radio turns on). However, today we 
are confronted with a new set of challenges posed by a 
generation of so-called thinking or smart objects. They 
derive their name from their incorporation of artificial 
intelligence. These objects no longer require the user 
to be an active subject all the time, and they rely on 
new forms of interaction and dialogue, presenting us 
with a whole new array of opportunities, including some 
dystopian ones. 

Artificial intelligence isn’t just about self-driving cars 
and extremely complex intelligent systems. Nest, which is 
now a property of Google, is a small domestic thermostat, 
equipped with artificial intelligence capabilities and 
developed by two former Apple employees, Tony Fadell 
and Matt Roger. Nest is a smart object: it isn’t just an 
interface, but rather an intelligent device which learns 
from and adapts its behavior to the user’s usage patterns. 
Users don’t necessarily have to interact with it, since 

The first iPhone

016 CHAPTER-1



The Nest 
thermostat

once activated, Nest is fully autonomous. First, the 
device is installed and the desired temperature for the 
room is set on the dial. 

Then, after just seven days, thanks to a few 
environmental sensors and a Wi-Fi connection that 
makes it possible to detect any presence in the house, 
the device itself is capable of managing the temperature. 
It proposes an ideal program to the user, taking into 
account the user’s comfort and wellbeing, but also 
helping to save money on heating. Compared to old 
thermostats that feature dozens of buttons, levers, 
and extremely technical user manuals, this sleek, 
round touchscreen device exceeds the expectations of 
users. As a matter of fact, it changes their relationship 
with the house. People don’t need to worry about 
programming the thermostat; all they have to do is 
enjoy the experience of being in a house that, thanks 
to AI, can acknowledge their needs and adapt.

Nest’s story is almost unsettling. It may easily draw 
our attention towards the ethical issues that may come 
with it, especially in relation to data security and the 
unwanted consequences of data misuse. However, if 
seen under a more positive light and with a pinch of trust 
in technology, a system like Nest offers a way to enjoy 
one’s freedom more fully. It gives users more time for 
the things they truly love and potentially the benefit of 
a reduced impact on the environment. Future designers 
will need to face these challenges when designing smart 

objects and will need to ensure an appropriate amount 
of security, desirability, and ease of use.

2.7
Conclusions

If we look back at the diagram that opens section 2 of this 
chapter (see page 12), we can see how design evolves 
in relation to the context. In our journey through history, 
we moved from pure product design (Thonet’s chair) 
to design for mass production (the Vespa scooter) and 
design of domestic and electronic objects, interfaces, 
and computers. We eventually reached an era that 
is dominated by attention to user experience and by 
technologies that enable objects to learn and think. If 
we look around, our lives are permeated by tools and 
services that embody new technologies to assist us in 
accomplishing tasks and make our daily experiences 
more exciting. Chapter 5 dives deeper into the design of 
services and experiences and offers several case studies 
from the digital era. In summary, designers today must 
acquire skills that allow them to deal with the various 
domains of design, but most importantly, they need to 
be able to evolve with the context.  
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3.1
From design to design thinking and
the evolution of the design discourse

2YHU�WLPH��GHVLJQ�KDV�VLJQLILFDQWO\�FKDQJHG�LWV�UROH��8QWLO�
������LQQRYDWLRQ�PDQXDOV�UHJDUGHG�GHVLJQ�DV�D�WHFKQLFDO�
DFWLYLW\�LQ�VHUYLFH�RI�5	'�GHSDUWPHQWV��+RZHYHU��LQ�����
2VOR�0DQXDO��SXEOLVKHG�E\�WKH�2UJDQL]DWLRQ�IRU�(FRQRPLF�
&R�RSHUDWLRQ� DQG�'HYHORSPHQW� >2(&'@� DQG� (XURVWDW��
DFNQRZOHGJHG� LW� DV� D� VSHFLILF� W\SH� RI� LQQRYDWLRQ� LQ�
LWVHOI��DQG�LQ������LW�ZDV�GHILQHG�DV�D�VWUDWHJLF�DFWLYLW\��
7KLV�LV�DFNQRZOHGJHG�LQ�WKH�GHILQLWLRQ�SURYLGHG�E\�WKH�
,QWHUQDWLRQDO� &RXQFLO� RI� 6RFLHWLHV� RI� ,QGXVWULDO� 'HVLJQ�
�,&6,'���ZKLFK� FDQ� EH� IRXQG� DW� WKH� EHJLQQLQJ� RI� WKLV�
FKDSWHU��

,Q�UHFHQW�\HDUV��GHVLJQ�WKLQNLQJ�KDV�JDLQHG�VLJQLILFDQW�
DWWHQWLRQ� LQ� WKH� EXVLQHVV� FRQWH[W� DQG� KDV� EHFRPH� D�
FHQWUDO�LQQRYDWLRQ�DVVHW�IRU�PDQ\�ILUPV��7KDQNV�WR�WKH�
ZRUN�RI�PDQ\�DXWKRUV�DQG�WKLQNHUV�LQFOXGLQJ�7LP�%URZQ�
�%ULWLVK� GHVLJQHU� DQG� &(2� RI� LQQRYDWLRQ� FRQVXOWDQF\�
,'(2��� 7RP� .HOOH\� �$PHULFDQ� DXWKRU� DQG� SDUWQHU� DW�
,'(2��� DQG� 5RJHU� 0DUWLQ� �$PHULFDQ� SURIHVVRU� DQG�
DXWKRU���GHVLJQ�DQG�GHVLJQ�WKLQNLQJ�LQ�SDUWLFXODU�KDYH�
SHUPDQHQWO\� EHHQ� UHFRJQL]HG� DV� EXVLQHVV�RULHQWHG�
DFWLYLWLHV��

A New Role of Design

3ROLWHFQLFR� GL�0LODQR� LV� RQH� RI� WKH� FRQWH[WV� LQ�ZKLFK�
WKH�GHVLJQ�GLVFRXUVH�KDV�EHHQ�GHHSO\�LQYHVWLJDWHG�DQG�
GHYHORSHG�� ,Q� SDUWLFXODU�� VRPH� RI� WKH�PRVW� UHOHYDQW�
FRQWULEXWLRQV�LQFOXGH�WKH�IROORZLQJ�

The design-driven innovation theory,� IRUPXODWHG�

E\� 5REHUWR� 9HUJDQWL��ZKR�ZDV� WKH� ILUVW� WR� FRGLI \�

D� GHVLJQ�EDVHG� LQQRYDWLRQ�PRGHO� E\� DQDO\]LQJ�

WKH�KLVWRU\� DQG�HYROXWLRQ�RI� VHYHUDO� ,WDOLDQ� ILUPV�

WKDW� HPERG\� WKH�PDGH� LQ� ,WDO\ � ODEHO� �DQG� VRPH�

LQWHUQDWLRQDO�FRPSDQLHV��DV�ZHOO��

The strategic design approach,� IRUPXODWHG� E\�

)UDQFHVFR�=XUOR��ZKLFK�LQWURGXFHV�HOHPHQWV�WKDW�EULQJ�

YDOXH�EH\RQG�WKH�SURGXFW�� LQFOXGLQJ�WKH�VHUYLFH�DQG�

FRPPXQLFDWLRQ�OD\HU�DQG�WKH�RYHUDOO�SURGXFW�V\VWHP�

The design for soc ial  innovation approach,
IRUPXODWHG� E\� (]LR�0DQ]LQL� LQ� KLV� ERRN�'HVLJQ�
:KHQ�(YHU\ERG\�'HVLJQV ��ZKLFK�SUHVHQWV�GHVLJQ�DV�
D�GHPRFUDWLF�SURFHVV�WKDW�VHUYHV�HYHU\�LQGLYLGXDO�EXW�

VWLOO� UHTXLUHV�SURIHVVLRQDO�GHVLJQ�VNLOOV�DQG�FXOWXUH�WR�

EH�DFWXDWHG�

The meaning innovation theor y, � IRUPXODWHG�

E\� 5REHUWR� 9HUJDQWL� LQ� KLV� ERRN�2YHUFURZGHG ��
ZKLFK� UHIOHFWV�XSRQ� WKH�YDOXH�RI�GHVLJQ� LQ�D�ZRUOG�

RYHUIORZLQJ�ZLWK�REMHFWV�DQG�LGHDV�

Design-Driven 
Innovation

3.
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Computational Design
Driver / the impact of Moore’s
Law, mobile computing, and the
latest tech paradigms.  

Design Thinking
Driver / the need to innovate in 
relation to individual customer
needs requires empathy. 

Classical Design
Driver / the Industrial Revolution,
and prior to that at least a few
millennia of ferment.  

1.
Strategie del 
Design

2.
Design, When 
Everybody 
Designs

3.
Overcrowded 

John Maeda’s 
three kinds of 
design

3.2
John Maeda and three types of design

Within the contemporary debate on design, American 
executive and technologist John Maeda, author of the 
book The Laws of Simplicity and curator of the blog 
Design in Tech Report, is one of the most interesting 
voices. In Design in Tech Report 2019, he reflects upon 
how technology, business, and design are lately part 
of an overall ecosystem. More specifically, his report 
contains a schematic reflection that presents three 
different types of design. 

1 2 3
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Viability
Business

Feasibility
Technology

Desirability
Human

Viability
Business

Circularity
Nature

Feasibility
Technology

Desirability
Human

$FFRUGLQJ� WR� 0DHGD�� GHVLJQ� WRGD\� PHDQV� EULQJLQJ�
GLIIHUHQW�FRPSHWHQFLHV�WRJHWKHU�

Classical design,�WKH�GHVLJQ�WKDW�ZH�LQKHULWHG�IURP�WKH�

,QGXVWULDO�5HYROXWLRQ�DQG�LV�FRQFHUQHG�ZLWK�LQGXVWULDO�

SURGXFWV��7KLV�NLQG�RI�GHVLJQ�GHDOV�ZLWK�ILQLWH�REMHFWV��

VRPH�RI�ZKLFK�KDYH�EHFRPH�PLOHVWRQHV�LQ�WKH�KLVWRU\�

RI�GHVLJQ�DQG�VWLOO�KDYH�JUHDW�YDOXH�WRGD\��7KHVH�DUH�

WKH�REMHFWV�WKDW�'LHWHU�5DPV�ZRXOG�FODVVLI\�XQGHU�WKH�

FDWHJRU\� “DV� OLWWOH�GHVLJQ�DV�SRVVLEOH�”� WR�TXRWH� WKH�

WLWOH�RI�WKH�QDPHVDNH�ERRN�WKDW�KH�SXEOLVKHG�LQ�������

7KHVH�REMHFWV�DUH�SXUH�DQG�DUFKHW\SLFDO�WRROV�LQ�ZKLFK�

GHVLJQ�IRFXVHV�RQ�WKH�GHWDLOV��WKH�IXQFWLRQDO�DVSHFWV��

DQG�WKH�LQGXVWULDO�SURFHVVHV�WKDW�PDNH�WKHLU�FUHDWLRQ�

SRVVLEOH��WKXV�JLYLQJ�ELUWK�WR�WLPHOHVV�SURGXFWV�

Design thinking,� WKH�PRUH�EXVLQHVV�RULHQWHG�YLVLRQ�

RI� GHVLJQ� WKDW� WDNHV�XVHU�QHHGV� LQWR�DFFRXQW�DQG�

EXLOGV�YLDEOH�SURGXFWV�DQG�VHUYLFHV��RIWHQ�OHYHUDJLQJ�

QHZ�EXVLQHVV�PRGHOV�

Computational design,�D�W\SH�RI�GHVLJQ�WKDW�LV�EHLQJ�
DSSOLHG� WR�D�QHZ�JHQHUDWLRQ�RI� REMHFWV��ZKLFK�DV�

SUHYLRXVO\�GLVFXVVHG��KDYH�HVVHQWLDOO\�EHFRPH�VXSHU�

LQWHUIDFHV��7KHVH�REMHFWV�KDYH�D�ZLGH�RXWUHDFK�DQG�

DUH�DGRSWHG�E\�PLOOLRQV�RI�XVHUV�DQG�QHHG� IUHTXHQW�

XSGDWHV�� ERWK� LQ� WHUPV� RI� GDWD� DQG� VRIWZDUH�� ,Q�

IDFW�� VLQFH� WKH\� RIWHQ� H[LVW� DFURVV� SK\VLFDO� DQG�

GLJLWDO�GLPHQVLRQV�� WKH\� VXIIHU� IURP�D�QHZ�NLQG�RI�

REVROHVFHQFH��ZKLFK�VHHPV�WR�SURJUHVV�PXFK� IDVWHU�

WKDQ�WKH�SK\VLFDO�NLQG�� ,Q� WKLV�FRQWH[W�� WKH� IRFXV�RI�

WKH�GHVLJQ�DFWLYLW\�LVQ’W�REWDLQLQJ�D�ILQLVKHG�SURGXFW��

DV� LQ� WKH� FDVH� RI� FODVVLFDO� GHVLJQ�� EXW� UDWKHU� WKH�

GHVLJQ�SURFHVV� LV� FRQWLQXRXV�DQG�PRUH� VLPLODU� WR�

ZKDW�SHUSHWXDO� EHWD� LV� IRU� SURJUDPPLQJ— WKDW� LV��

WKH�FRQWLQXRXV�DQG�RQJRLQJ� LPSOHPHQWDWLRQ�RI�QHZ�

IHDWXUHV�EOXUV� WKH� OLQH�EHWZHHQ� WKH� WHVW�DQG� ILQDO�

YHUVLRQ�RI�D�SURGXFW��

:KDW� LV� LQWHUHVWLQJ� LV� WKDW� 0DHGD� LGHQWLILHV� IRXU�
SDUWLFXODUO\�LPSRUWDQW�DVSHFWV�RI�FRPSXWDWLRQDO�GHVLJQ��
ZKLFK� DWWHVW� WR� WKH� QHHG� IRU� GHVLJQ� SUDFWLWLRQHUV� WR�
HYROYH�WKHLU�PLQGVHW�

Under st ands comput at ion . � , W � L V � LQF UHDV LQJO \�
LPSRUWDQW� IRU�GHVLJQHUV� WR�NQRZ�WKH� IXQGDPHQWDOV�

RI�SURJUDPPLQJ� LQ�RUGHU� WR�HIIHFWLYHO\�GHILQH�ZKDW�

FDQ�EH�HDVLO\� LPSOHPHQWHG�YHUVXV�ZKDW�KDV�D�KLJKHU�

GHJUHH�RI� FRPSOH[LW\��$W� WKH�VDPH� WLPH��GHVLJQHUV�

DUHQ’ W� UHTXLUHG� WR� SURJUDP� GLUHFWO\�� EXW� VKRXOG�

FRQVWDQWO\�LQWHUDFW�ZLWK�HQJLQHHUV�DQG�SURJUDPPHUV��

H[FKDQJLQJ�NQRZOHGJH�DQG�H[SHUWLVH�

Thinks critically about technology.�$�FRPSXWDWLRQDO�

GHVLJQHU� VKRXOG� DOVR�EH�D�KXPDQLVW� WHFKQRORJLVW
ZKR��ZKLOH�EHLQJ�HQWKXVLDVWLF�DERXW�WHFKQRORJ\��FDQ�

FRUUHFWO\� LQWHUSUHW� LWV�YDOXH�DQG�WKH�PHDQLQJ�RI�HDFK�

From design 
thinking to 
circular design 
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GHVLJQ�GHFLVLRQ�DQG�FDQ�GLVWLQJXLVK�EHWZHHQ�ZKDW�

FDQ�EH�GRQH�DQG�ZKDW�PDNHV�VHQVH�

Uses all three kinds of designs.�7KLV�W\SH�RI�GHVLJQHU�
VKRXOG�EH�DEOH�WR�DSSO\�DOO� WKH�WKUHH�W\SHV�RI�GHVLJQ�

SUHVHQWHG� LQ� WKH� SUHYLRXV� SDUDJUDSK�� KDYLQJ� DQ�

RSHQ�PLQGHG�DQG�PXOWL�GLVFLSOLQDU\�DSSURDFK�

Actively learning AI and the new.� ) LQDOO\�� WKLV�
SURIHVVLRQDO� VKRXOG�EH� FXULRXV� DQG� LQWHUHVWHG� LQ�

OHDUQLQJ�DERXW�$,�DQG�RWKHU�QHZ�WHFKQRORJLHV��7KH\�

VKRXOG�DOVR�EH�YLVLRQDULHV�FDSDEOH�RI�EULQJLQJ�YDOXH�

DQG�DQ� LQWHUHVWLQJ�FXOWXUDO�DSSURDFK�WR�WKH�FUHDWLRQ�

RI�QHZ�VFHQDULRV�

$� VXFFHVVIXO� GHVLJQHU� WRGD\�PXVW� SRVVHVV� D�PL[� RI�
FRPSHWHQFLHV� DV�ZHOO� DV� D� VROLG� GHVLJQ� IRXQGDWLRQ�� D�
VWURQJ�JUDVS�RI�PDQDJHULDO�DQG�GHVLJQ�WKLQNLQJ�FXOWXUH��
DQG�D�ZHOO�URXQGHG�XQGHUVWDQGLQJ�RI�WHFKQRORJ\��

7LP�%URZQ�KLPVHOI��RQH�RI�WKH�PDLQ�FRQWULEXWRUV�LI�
QRW�WKH�FUHDWRU�RI�GHVLJQ�WKLQNLQJ��VSHDNV�DERXW�FLUFXODU�
GHVLJQ��7KLV�NLQG�RI�GHVLJQ�GRHVQ’W�MXVW�FRQFHUQ�WKH�XVHU��
WHFKQRORJ\��DQG�PDUNHW�� LW�DOVR�KROGV�WKH�SRWHQWLDO� WR�
DFKLHYH�PRUH�V\VWHPLF�LPSDFW�E\�IRVWHULQJ�VXVWDLQDELOLW\�
DQG� D� V\VWHP�EDVHG� RQ� WKH� SULQFLSOHV� RI� WKH� FLUFXODU�
HFRQRP\�

7KHUH� LV� RQH� FRUH� LGHD� UHLQIRUFHG� E\� DOO� RI� WKHVH�
GLIIHUHQW� SHUVSHFWLYHV�� WKH� LGHD� WKDW� GHVLJQ� LV� QHYHU�
GRQH��ZKLFK�LV�LQFUHDVLQJO\�WUXH�LQ�WKH�ZRUOG�ZH�OLYH�LQ�

3.3
The many faces of design:
how different companies leverage design to 
innovate

,I�LW�LV�WUXH�WKDW�GHVLJQ�KDV�DFTXLUHG�VWUDWHJLF�YDOXH�DQG�
PRUH� RIWHQ� SHUPHDWHV� D� FRPSDQ\’V� FXOWXUH�� LW� LV� DOVR�
WUXH�WKDW�GLIIHUHQW�FRPSDQLHV�KDYH�DSSURDFKHG�GHVLJQ�
LQ�GLIIHUHQW�ZD\V��RIWHQ�GHYHORSLQJ�WDLORUHG�SURSULHWDU\�
PHWKRGRORJLFDO�IUDPHZRUNV�WKDW�LQIRUP�WKHLU�LQQRYDWLRQ�
SURFHVVHV��$OWKRXJK�WKH�DSSURDFKHV�SUHVHQWHG�KHUH�DOO�
VWHP�IURP�WHFKQRORJ\�FRPSDQLHV�DQG�VKDUH�DQ�LQWHQWLRQ�
WR� FRGLI\� D� GHVLJQ�PHWKRGRORJ\�� WKH\� GR� QRW� DOZD\V�
ORRN�DW�WKH�GHVLJQ�SUREOHP�IURP�WKH�VDPH�SHUVSHFWLYH��
,Q�IDFW�� LW� LV� LQWHUHVWLQJ�WR�QRWH�WKHLU�XQLTXH�YLHZSRLQW�
DQG�VHW�RI�SULQFLSOHV��

Design thinking – SAP 

6$3�LV�DQ�H[DPSOH�RI�KRZ�D�ODUJH�WHFKQRORJ\�FRUSRUDWLRQ�
ZHQW�IURP�D�PRUH�WUDGLWLRQDO�DSSURDFK�WR�RQH�LQVSLUHG�
E\�GHVLJQ�WKLQNLQJ�DQG�EXLOGLQJ�HPSDWK\�IRU�FXVWRPHUV�
WR�VROYH�WKHLU�SUREOHPV�

6$3�ILUVW�WRRN�DQ�LQWHUHVW�LQ�GHVLJQ�WKLQNLQJ�LQ�������
ZKHQ�+DVVR�3ODWWQHU��RQH�RI�6$3’V�IRXQGHUV��FRQWULEXWHG�
WR�WKH�FUHDWLRQ�RI�WKH�ILUVW�6WDQIRUG�G�VFKRRO�ZLWK�'DYLG�
.HOOH\��IRXQGHU�RI�,'(2��2YHU�WLPH��GHVLJQ�WKLQNLQJ�EHJDQ�
WR� VSUHDG�ZLWKLQ� 6$3� DQG� JDLQHG� VWUDWHJLF� UHOHYDQFH��
%\� ������ LW� KDG� EHFRPH� FRUH� WR� WKHLU�ZD\� RI� KHOSLQJ�
FXVWRPHUV�LQQRYDWH�WKHLU�EXVLQHVVHV�

SAP Fiori 
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6$3�FRPELQHV�GHVLJQ�WKLQNLQJ�SUDFWLFHV��VSHFLILFDOO\��
REVHUYLQJ�XVHUV�DQG�OHDUQLQJ�DERXW�WKHLU�QHHGV�WR�GHVLJQ�
PHDQLQJIXO�VROXWLRQV��ZLWK�EXVLQHVV�WKLQNLQJ�DQG�PRUH�
WUDGLWLRQDO� EXVLQHVV� UHVHDUFK� LQ� RUGHU� WR� GHOLYHU� WUXO\�
LQQRYDWLYH� RXWSXW�� ,Q� PRUH� UHFHQW� \HDUV�� WKH\� KDYH�
GHYHORSHG�6$3�)LRUL��D�ODQJXDJH�V\VWHP�IRFXVHG�RQ�WKH�
QHHGV�RI�HQWHUSULVH�XVHUV�DQG�WKRXJKW�WR�VSHHG�XS��JXLGH��
DQG�VWUHDPOLQH�WKH�GHVLJQ�RI�PHDQLQJIXO�H[SHULHQFHV�

IBM Enterprise 
Design Thinking 
approach

Material Design language system 

Material Design – Google

0DWHULDO� 'HVLJQ�ZDV� FUHDWHG� E\� *RRJOH� LQ� �����ZLWK�
WKH� FRGHQDPH�4XDQWXP�3DSHU�� ,W� LV� D� FURVV�SODWIRUP�
YLVXDO� ODQJXDJH� DQG� GHVLJQ� V\VWHP�� HQYLVLRQHG�ZLWK�
WKH�REMHFWLYH�WR�FUHDWH�HDV\�WR�XVH�DQG�XQLYHUVDOO\�FOHDU�
GLJLWDO�H[SHULHQFHV��

,Q� IDFW��0DWHULDO�'HVLJQ� WDNHV� LQVSLUDWLRQ� IURP� WKH�
ODZV�RI� WKH�SK\VLFDO�ZRUOG� WR�GHVLJQ� WKH�KLHUDUFK\�DQG�
WKH�UHODWLRQVKLSV�EHWZHHQ�LQWHUIDFH�FRPSRQHQWV��*RRJOH
V�
YLFH�SUHVLGHQW�0DWtDV�'XDUWH�H[SODLQV�WKDW�0DWHULDO�'HVLJQ�
XVHV�YLVXDO� FXHV�VXFK�DV�HGJHV�DQG�VKDGRZ�WR�SURYLGH�
PHDQLQJ�DQG�DIIRUGDQFHV�ZKLOH� OHYHUDJLQJ�WKH�HQGOHVV�
SRVVLELOLWLHV�RI�WKH�GLJLWDO�ZRUOG��7KLV�KHOSV�WR�SURYLGH�D�
FRQVLVWHQW�H[SHULHQFH��UHPRYLQJ�FXOWXUH�ERXQG�HOHPHQWV�
DQG�V\PEROV��7KH�EROG�DQG�OLQHDU�JUDSKLFV�KHOS�WR�FUHDWH�
YLVXDO� KLHUDUFK\�� DQG�PRWLRQ�DOZD\V� FRQYH\V�PHDQLQJ�
DQG�IROORZV�QDWXUH
V�ODZV��H�J���JUDYLW\���

0DWHULDO�'HVLJQ�LV�XVHG�E\�*RRJOH�FRQVLVWHQWO\�DFURVV�
WKHLU�DSSOLFDWLRQV��EXW� LW�KDV�DOVR�EHHQ�PDGH�DYDLODEOH�
WR�WKH�EURDGHU�FRPPXQLW\�RI�GHVLJQHUV�DQG�GHYHORSHUV�
DQG�SURYLGHV� IOH[LELOLW\� IRU�EUDQG�FXVWRPL]DWLRQ��7KLV� LV�
ZKHUH� WKH� UHDO� VWUHQJWK� RI� LWV� DSSURDFK� OLHV�� QRW� RQO\�
DUH�WKH�HOHPHQWV�RI�WKH�GHVLJQ�ODQJXDJH�V\VWHPV�PDGH�

IBM Enterprise Design Thinking – IBM 

,%0’V�(QWHUSULVH�'HVLJQ�7KLQNLQJ�KDV�EHHQ�RQH�RI� WKH�
ILUVW� GHVLJQ� WKLQNLQJ� DSSURDFKHV� LQ� WKH� WHFKQRORJ\�
ZRUOG�WR�EHFRPH�D�VWDQGDUG�DQG�D�PDMRU�UHIHUHQFH�IRU�
WKH� LQGXVWU\�� ,%0’V� DSSURDFK� IRFXVHV� RQ� DFKLHYLQJ� D�
FXVWRPHU�FHQWULF�FRPSDQ\�FXOWXUH�DQG�DLPV�LQ�SDUWLFXODU�
DW� EXLOGLQJ� DQ� HIIHFWLYH�PRGHO� IRU� ODUJH� FRUSRUDWLRQV��
RQH�HQDEOHG�WR�PRYH�IDVW�DQG�VFDOH�TXLFNO\�

7KH�SURSRVHG�PHWKRGRORJ\�LV�PRGHOHG�RQ�D�FODVVLF�
XVHU�FHQWULF� GHVLJQ� WKLQNLQJ� IUDPHZRUN�� ,W� LV� GHVFULEHG�
DV� D� ORRS�� FRPSRVHG� RI� WKUHH�PDLQ� SKDVHV�� REVHUYH��
UHIOHFW�� DQG�PDNH��0RUHRYHU�� ,%0
V� IUDPHZRUN� IRFXVHV�
RQ�SURYLGLQJ�JXLGDQFH�DURXQG� WHDP� FROODERUDWLRQ�DQG�
LQFUHDVLQJ�HIIHFWLYHQHVV�WR�DFKLHYH�LPSDFW�DW�VFDOH��6RPH�
RI� WKH�PRVW� LPSRUWDQW�DVSHFWV�RI� WKH�DSSURDFK� LQFOXGH�
WKH�IROORZLQJ�

)RVWHULQJ�GLYHUVLW\�ZLWKLQ� WHDPV� WR� FUHDWH� IHUWLOH�

JURXQG� IRU�PRUH� UDGLFDO� EUHDNWKURXJKV� WKDW� FDQ�

HPHUJH�IURP�WKH�LQWHJUDWLRQ�RI�GLIIHUHQW�YLHZSRLQWV�

&RPSRVLQJ�WHDPV�LQ�VXFK�D�ZD\�WKDW�WKH\�FDQ�EH�IXOO\�

DXWRQRPRXV� LQ�PDNLQJ�DOO� RI� WKH�PRVW� LPSRUWDQW�

GHFLVLRQV��WKXV�VWUHDPOLQLQJ�LQQRYDWLRQ�

3URYLGLQJ�JXLGDQFH�RQ�WHDP�SURFHVVHV— LQ�SDUWLFXODU��

,%0�WHDPV� UHO\�RQ� WKUHH�FRUH�DFWLYLWLHV�� IRUPDOL]LQJ�

LQWHQW��KLOOV��� LQYROYLQJ�VWDNHKROGHUV� LQWR�WKH�SURFHVV�

�SOD\EDFNV��DQG�PDNLQJ�XVHUV�D� UHJXODU�SDUW�RI� WKH�

GHVLJQ�SURFHVV��VSRQVRU�XVHUV��
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Microsoft's 
inclusive design 
approach 

DYDLODEOH��EXW�WKH\�DUH�DFFRPSDQLHG�E\�FOHDU�SULQFLSOHV�
DQG�WKRURXJK�H[SODQDWLRQV�DQG�XVDJH�JXLGHOLQHV�WKDW�
FDQ�HQDEOH�HYHU\�SUDFWLWLRQHU�WR�FUDIW�WUXO\��XQLYHUVDOO\�
XVDEOH�V\VWHPV��

Inclusive design – Microsoft

,Q�UHFHQW�\HDUV��WKDQNV�WR�WKH�VWURQJ�YLVLRQ�RI�&(2�6DW\D�
1DGHOOD��0LFURVRIW�KDV�LQFUHDVHG�LWV�IRFXV�RQ�LQFOXVLYLW\��
ZLWK�WKH�LQWHQWLRQ�RI�PD[LPL]LQJ�WKH�DFFHVVLELOLW\�RI�DOO�WKHLU�
SURGXFWV�DQG�VHUYLFHV�IRU�SHRSOH�ZLWK�DOO�NLQGV�RI�DELOLWLHV�
0LFURVRIW ’V� LQFOXVLYH� GHVLJQ� DSSURDFK� IRFXVHV� RQ�
GLYHUVLW\�DQG�RYHUFRPLQJ�WKH�SUREOHPV�WKDW�DULVH�ZKHQ�
ZH� DUH� XQDZDUH� RI� RXU� ELDVHV� DQG� OHW� WKHP� OHDG� RXU�
GHVLJQ� GHFLVLRQV�� 6WDUWLQJ� IURP� WKH� DVVXPSWLRQ� WKDW�
FRQVWUDLQWV� FDQ�KHOS�FUHDWLYLW\�DQG� WKDW�GHVLJQLQJ� IRU�
GLYHUVLW\� FDQ� DFWXDOO\� EHQHILW� DQ\� XVHU��0LFURVRIW� KDV�
FUHDWHG�DQG�PDGH�DYDLODEOH�D�FRPSUHKHQVLYH�JXLGH�DQG�
VHW�RI�WRROV�DQG�SULQFLSOHV��IRU�SUDFWLWLRQHUV�WR�UHDG��XVH��
DQG�LQWHJUDWH�LQ�WKHLU�SURFHVVHV��

$Q�LPSRUWDQW�GLVWLQFWLRQ�WKH\�KLJKOLJKW�LQ�WKH�LQWURGXFWLRQ�
WR�WKH�PHWKRGRORJ\�LV�WKH�RQH�EHWZHHQ�DFFHVVLELOLW\�DQG�
LQFOXVLYH�GHVLJQ��ZKLOH�WKH�IRUPHU�LV�PRVWO\�FRQFHUQHG�
ZLWK�PHHWLQJ� LQGXVWU\� VWDQGDUGV�DQG� UHJXODWLRQV�� WKH�
ODWWHU�LV�FRQFHUQHG�ZLWK�WDNLQJ�XVHU�QHHGV�LQWR�DFFRXQW�
DQG� GHVLJQLQJ� IRU� SHRSOH�� $V�0LFURVRIW� VWDWHV� LQ� LWV�
,QFOXVLYH�����7RRONLW�

$Q� LPSRUWDQW�GLVWLQFWLRQ� LV� WKDW�DFFHVVLELOLW\� LV�DQ�

DWWULEXWH��ZKLOH� LQFOXVLYH�GHVLJQ� LV�D�PHWKRG��$QG�

ZKLOH� SUDFW LF LQJ� LQFOXVLYH� GHVLJQ� VKRXOG�PDNH�

\RXU� SURGXFWV�PRUH� DFFHVVLEOH�� LW ’V�QRW� D� SURFHVV�

IRU�PHHWLQJ� DOO� DFFHVVLELOLW \� VWDQGDUGV�� ,GHDOO\��

DFFHVVLELOLW\�DQG� LQFOXVLYH�GHVLJQ�ZRUN� WRJHWKHU� WR�

PDNH�H[SHULHQFHV� WKDW�DUH�QRW�RQO\�FRPSOLDQW�ZLWK�

VWDQGDUGV��EXW�WUXO\�XVDEOH�DQG�RSHQ�WR�DOO�

Human Centric Experience Design (HXD) – 
Fujitsu

)XMLWVX�KDV� ORQJ�VRXJKW� WR�FUHDWH�VROXWLRQV� WKDW� WUXO\�
FDWHU�WR�XVHU�QHHGV�DQG�SXW�WKHP�DW�WKH�FHQWHU�RI�WKH�
GHVLJQ�SURFHVV��7KHLU�DSSURDFK�KDV�HYROYHG�DORQJVLGH�
PDMRU� WHFKQRORJLFDO� GHYHORSPHQWV� VLQFH� WKH� ����V��
2YHU�WLPH��WKH�YDOXH�GHOLYHUHG�E\�GHVLJQ�EHFDPH�JUHDWHU�
WKDQ�WKH�FUHDWLRQ�RI�HIIHFWLYH�VRIWZDUH�DQG�KDUGZDUH�
GHVLJQ��DV�GHVLJQHUV�DLPHG�WR�PDNH�DQ�LPSDFW�DW�WKH�
LQWHUVHFWLRQ� RI� XVHU�� EXVLQHVV�� DQG� VRFLHWDO� QHHGV��
7RGD\�� )XMLWVX� DSSOLHV� D�PHWKRGRORJ\� FDOOHG�+XPDQ�
&HQWULF�([SHULHQFH�'HVLJQ��+;'���ZKLFK�EULQJV�WRJHWKHU�
XVHU�H[SHULHQFH�GHVLJQ�DQG�GHVLJQ�WKLQNLQJ��)XMLWVX’V�
XQLTXH�DSSURDFK�LV�SUHVHQWHG�LQ�GHWDLO�LQ�VHFWLRQ���DW�
WKH�HQG�RI�FKDSWHU����'HVLJQ�7KLQNLQJ�DQG�,WV�(YROXWLRQ��
DIWHU�D� WKRURXJK�RYHUYLHZ�RI� WKH�HYROXWLRQ�RI�GHVLJQ�
WKLQNLQJ�LQ�JHQHUDO�
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The Value of Design

4.1
Design generates tangible returns

It has become evident that, when design is applied in an 
intelligent way and leveraged as a core company asset, 
firms can greatly benefit from it. Research studies have 
confirmed this hypothesis and have contributed to the 
definition of the intrinsic economic value of design.

The Design Management Institute has compared the 
economic value of the Standard and Poor (S&P) 500 
companies with design-oriented companies to extract the 
so-called Design Value Index, which measures the value 
of publicly traded companies. Data shows the margin of 
the latter group is 219% of the former cluster in relation 
to the same volume of investments. 

These findings help to make the value of design 
more tangible and underline how investing in design is 
relatively cheaper than investing in technology alone and 
more profitable by comparison. These numbers also show 
that design can be measured: what was originally limited 
to the analysis of intangible elements connected to the 
brand or the style can now be linked to explicit metrics 
that allow companies to measure the efficacy of design 
and innovation efforts. This practice empowers leaders 
and the management level in general, and it equips them 
with solid arguments for their choices. Design is a cross-
functional talent: companies should stop thinking about 
design as an isolated and siloed activity if they want to 

achieve tangible results. This is particularly true for high-
tech companies, in which design should permeate all the 
different organizational layers.

4.2
Design as a strategic asset:
role and evolution of design functions within 
organizations

In 1997, American researchers Julie H. Hertenstein and 
Marjorie B. Platt wrote a paper called “Developing a 
Strategic Design Culture,” in which they analyzed several 
US firms. They focused on the role that industrial 
design played within the company and observed the 
company’s design processes, hierarchical structure, and 
measurement frameworks for the performance of design. 

The authors emphasize the importance of nurturing 
a strategic design culture. Design can offer insights to 
help the company shape its strategic direction when 
design and strategy work side by side. In this two-way 
relationship, the company's strategy provides input to 
inform design activities. This elevation of the role of 
design, compared to more traditional paradigms, often 
goes hand in hand with organizational changes and a 
new position acquired by design within the company’s 
structure. In fact, the paper documents a trend that 
sees industrial design functions often shifting from 
engineering to marketing departments and design 

4.

The value of 
design: 
design pays
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directors actively contributing to the definition of the 
company’s strategic direction.

This is increasingly true in modern product and 
service companies. Furthermore, design is currently 
important in every single phase of product or service 
creation and development. Design isn’t just connected 
with the product but also with the user experience, and 
the product brings value only if it shares the same logic 
and overall purpose of the experience. The way design 
has been presented in this chapter shows that it isn’t 
simply an activity or phase of the creative process but 
rather a continuous iteration.

In their paper “Design for Management: New Ways 
for Decision Making,” professors and researchers Cabirio 
Cautela and Francesco Zurlo take these reflections on 
the role of design one step further. In fact, they analyze 
design-driven decision-making processes in relation to 
more traditional managerial processes and reflect on 
how the former can complement, strengthen, and even 
influence the latter. 

Design typically receives input from management 
through project briefs. Over time, the design practice 
creates and codifies a set of qualitative methods that 
play a central role in helping teams define boundaries for 
intervention and reframe problems. Such methods include 
trend analysis, context inquiry, scenario building, rapid 
ethnography, blue-sky research, and character portraits. 
Design brings a new kind of output to the table, often 
based on visual stimuli and capable of picking up weak 
signals and emerging trends. Thus, design offers new 

The Business 
Value of Design

The Business 
Value of Design, 
factors

perspectives that can help management go beyond 
known schemes and avoid an undifferentiated output. 

These insights demonstrate that embracing design 
does not mean assigning design tasks to only some parts 
of the organization. Instead, it implies a true mindset 
shift and the creation of new collaboration models.

It’s analytical
leadership
Measure and drive 
design performance
with the same rigor as
revenues and costs.  

It’s continuous 
iteration
De-risk development by
continually listening,
testing, and iterating with
end-users.  
 

It’s cross-
functional talent 
Make user-centric 
design everyone’s 
responsibility, not a 
siloed function.

It’s user 
experience
Break down internal 
walls between 
physical, digital, and 
service design. 

More than a product 

More than a feeling
More than a  department

More than a phase 
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$� UHFHQW� UHSRUW� SXEOLVKHG� E\� 0F.LQVH\� 	� &RPSDQ\�
QDPHG� 7KH�%XVLQHVV� 9DOXH� RI� 'HVLJQ� WULHV� WR� RXWOLQH�
WKH� IXQGDPHQWDO� HOHPHQWV� WKDW� DOORZ� FRPSDQLHV� WR�
LQWHJUDWH�GHVLJQ�LQ�DQ�HIIHFWLYH�ZD\�DQG�UHDFK�D�VXIILFLHQW�
GHJUHH�RI�PDWXULW\�IURP�WKLV�SHUVSHFWLYH��,Q�SDUWLFXODU��
WKH\�LGHQWLI\�IRXU�PDLQ�HOHPHQWV�

6WURQJ�analytical leadership� WKDW� LQFOXGHV�D�GHVLJQ�
SHUVSHFWLYH� DW� WKH� &�OHYHO� DQG� DGRSWV�PHWULFV� WR�

HYDOXDWH�WKH�YDOXH�RI�GHVLJQ

3UHVHQFH� R I � c ro s s- f un ct io nal  t a l e nt � DQG� DQ�
LQIUDVWUXFWXUH� WKDW� FDQ�HPSRZHU� FURVV�IXQFWLRQDO�

FROODERUDWLRQ

)DYRUDEOH�DWWLWXGH�WRZDUGV�continuous iteration�DQG�
WKH�LQWHJUDWLRQ�RI�GLIIHUHQW�PHWKRGV�DQG�SHUVSHFWLYHV

3ULPDU\�IRFXV�RQ�user experience

5HJDUGLQJ� WKLV� ODVW� SRLQW�� ZH� FDQ� UHIHUHQFH� %ULWLVK�
LQWHUDFWLRQ� GHVLJQHU� *LOOLDQ� &UDPSWRQ� 6PLWK��ZKR�KDV�
ORQJ� FODLPHG� WKDW�XVHUV�DUH�QRW� VHHNLQJ�SURGXFWV��EXW�
H[SHULHQFHV��6KH�LV�D�SURPLQHQW�ILJXUH�LQ�WKH�LQWHUQDWLRQDO�
GHVLJQ�ODQGVFDSH�DQG�KDV�FRQWULEXWHG�WR�WKH�FUHDWLRQ�RI�

LPSRUWDQW�HGXFDWLRQDO�SURJUDPV�LQ�GHVLJQ��,Q�SDUWLFXODU��
VKH� IRXQGHG� WKH� ,QWHUDFWLRQ�'HVLJQ� ,QVWLWXWH� ,YUHD� LQ�
,WDO\� LQ�������WKH�ILUVW� ,WDOLDQ�VFKRRO�HQWLUHO\�GHGLFDWHG�
WR� LQWHUDFWLRQ� GHVLJQ� DQG� D� SDUWLFXODUO\� LQWHUHVWLQJ�
HGXFDWLRQDO�H[SHULPHQW�IRFXVHG�RQ�HQKDQFLQJ�WKH�ZD\�
SHRSOH�LQWHUDFW�ZLWK�WHFKQRORJLHV�

:H�FDQ�ILQG�IXUWKHU�VXSSRUW�IRU�*LOOLDQ�&UDPSWRQ�6PLWK’V�
UHIOHFWLRQV�RQ�WKH�LPSRUWDQFH�RI�H[SHULHQFHV�E\�ORRNLQJ�
DW�RQH�RI�WKH�PRVW�FRPPRQ�REMHFWV�RI�RXU�FRQWHPSRUDU\�
OLYHV��WKH�VPDUWSKRQH��:LWK�UHJDUG�WR�WKH�GHVLJQ�RI�WKH�
SK\VLFDO�SURGXFWV��WKH�GLIIHUHQFHV�EHWZHHQ�VPDUWSKRQHV�
DUH�QRW�QHFHVVDULO\�JUHDW�� DQG� LW� LV� UHODWLYHO\� FRPPRQ�
IRU�GLIIHUHQW�EUDQGV� WR� VKDUH�SURGXFW� FRPSRQHQWV��2Q�
WKH� RWKHU� KDQG��ZKDW� VHWV� SURGXFWV� DSDUW� LV� WKH� XVHU�
H[SHULHQFH��GLIIHUHQFLDWHG�WKURXJK�DSSOLFDWLRQV��JHVWXUHV��
LQWHUDFWLRQV��VKRUWFXWV��ZDOOSDSHUV��ULQJWRQHV��DQG�VR�RQ�

7KHVH�DUH�WKH�DVSHFWV�WKDW�LQWHUHVW�XVHUV�WKH�PRVW��
EHFDXVH�WKH\�HQDEOH�WKHP�WR�FRPPXQLFDWH�ZLWK�RWKHUV�
DQG� SHUIRUP� RWKHU� DFWLRQV� LQ� WKH�PRVW� LQWXLWLYH�ZD\�
SRVVLEOH��,Q�VXPPDU\��ZH�FDQ�VD\�WKDW�WKH�FRQFHSW�RI�
XVHU�H[SHULHQFH�LVQ’W�QHZ��EXW�LW�LV�D�ZD\�WR�UH�GHILQH�
DQG�UH�DJJUHJDWH�WKH�FRPSHWHQFHV�WKDW�GHVLJQHUV�RQFH�
DSSOLHG�WR�LQGXVWULDO�SURGXFWV��7RGD\��GHVLJQ�H[SHUWLVH�
DUH�DSSOLHG�WR�QHZ�GLJLWDO�SURGXFWV�WKDW�KDYH�EURDGHU�
SHUVSHFWLYHV�DQG�D�UHQHZHG�FXOWXUDO�RXWORRN�
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Key Takeaways

1. The Meaning of Design

'HVLJQ�LV�D�PXOWLIDFHWHG�ZRUG��LQKHUHQWO\�OLQNHG�WR�WKH�LGHD�RI�looking at the future��,W�FDQ�EH�XVHG�WR�LQGLFDWH�WKH�
DFWLRQ�RI�FUHDWLQJ�VRPHWKLQJ�IRU�RXU�IXWXUH��DV�ZHOO�DV�WKH�SODQ��DFWLYLWLHV��DQG�VNLOOV�LQYROYHG�LQ�WKLV�SURFHVV��

,Q�UHFHQW�GHILQLWLRQV��WKH�ZRUG�GHVLJQ�KDV�DFTXLUHG�LQFUHDVLQJO\�strategic connotations�� LQGLFDWLQJ�DQ�DFWLYLW\�WKDW�
LV�HVVHQWLDO�IRU�FRPSDQLHV�WR�LQQRYDWH�DQG�WKULYH��/LNHZLVH��design’s outreach goes well beyond the product and 
encompasses systems, services, and experiences.

'HVLJQ�LV�D�VWUDWHJLF�DFWLRQ�WKDW�UHTXLUHV�D�UDQJH�RI�PHWKRGRORJLHV�LQFOXGLQJ�ethnographic methods, observations, 
interviews,�DQG�PRUH�

+XPDQ�FHQWHUHG�GHVLJQ��+&'��LV�D�FRQVROLGDWHG�PHWKRGRORJLFDO�DSSURDFK�WKDW�SXWV�XVHUV�DW�WKH�FHQWHU�RI�WKH�GHVLJQ�

SURFHVV�

+&'�SOD\V�DQ�LPSRUWDQW�UROH�DW�GLIIHUHQW�VWDJHV�RI�WKH�GHVLJQ�SURFHVV�DQG�LV�EDVHG�RQ�D�VHW�RI�GLIIHUHQW�DFWLYLWLHV�DQG�

EHVW�SUDFWLFHV��FRQGXFWLQJ�UHVHDUFK�ZLWK�XVHUV�WR�EXLOG�HPSDWK\�DQG�LOOXPLQDWH�KXPDQ�SUREOHPV��OHYHUDJLQJ�UHVHDUFK�

LQVLJKWV� WR�GHILQH� WKH�SURMHFW� FKDOOHQJH� IURP�D�XVHU�SHUVSHFWLYH��HQYLVLRQLQJ�PHDQLQJIXO� VROXWLRQV��DQG� WHVWLQJ�

VROXWLRQV�ZLWK�XVHUV�WR�JDWKHU�IHHGEDFN�DQG�LPSURYH�RXWSXW�

2. Design Evolution

'HVLJQ�KDV�EHHQ�XVHG�WR�transform problems into opportunities�DQG�LV�VHHQ�DV�NH\�SUHURJDWLYH�RI�KXPDQ�EHLQJV��

,Q�DQ�DWWHPSW�WR�RXWOLQH�D�EULHI�KLVWRU\�RI�GHVLJQ��VRPH�NH\�PLOHVWRQHV�DUH�GUDZQ�IURP�KLVWRU\�RI�GHVLJQ�

Thonet’s chair No.14� ��������0LFKDHO� 7KRQHW� WUDQVIRUPHG�D� FKDLU� LQWR�D� OLJKW�ZHLJKW�REMHFW� WKDW� FDQ�EH�

GLVDVVHPEOHG��PDUNLQJ�WKH�WXUQLQJ�SRLQW�EHWZHHQ�FODVVLF�DUWLVDQDO�DQG�LQGXVWULDO�PDVV�SURGXFWLRQ�

The Vespa Scooter� ��������&RUUDGLQR�'
$VFDQLR�GHVLJQHG�D�VFRRWHU� WKDW�SULRULWL]HG� WKH�XVHU
V� FRPIRUW�DQG�

PDGH�FOHYHU�XVH�RI�WKH�DYDLODEOH�FRPSRQHQWV�DQG�WHFKQRORJLHV��FUHDWLQJ�D�KLJKO\�IXQFWLRQDO��QHZ�DUFKHW\SH�IRU�

PRELOLW\�RQ�WZR�ZKHHOV�

Radio Cubo� ��������7KH� LQFRUSRUDWLRQ�RI�SODVWLF�PDWHULDOV� LQ�SURGXFWV�JDYH�ULVH�WR�D�YDULHW\�RI�QHZ�SURGXFWV�

IRXQG�LQ�KRXVHKROGV��2QH�RI�WKHP�EHLQJ�D�SRUWDEOH�UDGLR�ZLWK�D�PLQLPDOLVWLF�DQG�VOHHN�GHVLJQ�WKDW�DSSHDOHG�

WR�D�QHZ�JHQHUDWLRQ�RI�FRQVXPHUV�WKDW�ZDV�EHJLQQLQJ�WR�SHUFHLYH�HQWHUWDLQPHQW�DV�D�PRELOH�H[SHULHQFH�WKDW�

FRXOG�WDNH�SODFH�DQ\ZKHUH�

The first iPhone� ��������$SSOH�UHOHDVHG�WKHLU� ILUVW� L3KRQH�WKDW�ZRXOG�RYHU�WLPH�WXUQ�PRELOH�SKRQHV� LQWR�DQ�

LQWHOOLJHQFH�VHUYLFH�SODWIRUP��$V�HYLGHQW�IURP�$SSOH��GHVLJQ�LV�QR�ORQJHU� MXVW�D�WUDGHPDUN�RU�D� ODEHO��EXW� LW� LV�

LQVWHDG�WKH�FRUH�VWUDWHJLF�DVVHW�RI�D�FRPSDQ\��

Nest thermostat� �������� 7KLV� VPDUW� WKHUPRVWDW� LV�DQ�H[DPSOH�RI�KRZ�DUWLILFLDO� LQWHOOLJHQFH� �$,�� FDQ�EH�

HPEHGGHG�LQWR�SURGXFWV�WR�UHOLHYH�XVHUV�RI�PXQGDQH�WDVNV�DQG�HPSRZHU�WKHP�WR�DFKLHYH�EHWWHU�UHVXOWV��
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3. A New Role of Design

,Q� “'HVLJQ� LQ�7HFK�5HSRUW������”� -RKQ�0DHGD�RXWOLQHV� WKUHH�NLQGV�RI�GHVLJQ��HPSKDVL]LQJ� WKH� LPSRUWDQFH� WKDW�

GHVLJQHUV�RI� WRGD\�SRVVHVV�FURVV�GLVFLSOLQDU\�FRPSHWHQFHV��&ODVVLFDO�GHVLJQ��'HVLJQ�WKLQNLQJ��DQG�&RPSXWDWLRQDO�

GHVLJQ�

7KHUH�DUH�PDQ\�DSSURDFKHV�WR�GHVLJQ��DQG�VRPH�WHFKQRORJLFDO�FRPSDQLHV�KDYH�FRGLILHG�WKHLU�PHWKRGV�WR�SUHVHQW�D�

XQLTXH�YLHZSRLQW�DQG�VHW�RI�SULQFLSDOV��Design thinking by SAP, IBM Enterprise Design Thinking by IBM, Material 
Design by Google, Inclusive design by Microsoft, and Human Centric Experience Design (HXD) by Fujitsu.

4. The Value of Design

'DWD�VKRZV�FRPSDQLHV�WKDW�DSSO\�GHVLJQ�FRQVLVWHQWO\�DQG� LQWHQWLRQDOO\� WHQG�WR�KDYH�EHWWHU� ILQDQFLDO� UHVXOWV��ZLWK�

PXFK�KLJKHU�UHWXUQV�RQ�LQYHVWPHQWV��7KHUHIRUH��LW�LV�HYLGHQW�WKDW�GHVLJQ�JHQHUDWHV�WDQJLEOH�UHWXUQV��

&RPSDQLHV�WKDW�HPEUDFH�GHVLJQ�VXFFHVVIXOO\�WHQG�WR�KDYH�GLIIHUHQW�LQWHUQDO�SURFHVVHV�DQG�RUJDQL]DWLRQDO�VWUXFWXUH��

7KLV�FDQ� LQFOXGH�DVSHFWV� OLNH�design functions being found at the C-level, value generated by design being 
measured through dedicated metrics, design contributing to strategic decisions, promoting a design culture 
throughout the organization, and favoring an attitude of continuous iteration.
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Design

'HVLJQ� LV�D�PXOWLIDFHWHG�ZRUG�� LQKHUHQWO\� OLQNHG� WR�

WKH� LGHD�RI� ORRNLQJ�DW� WKH� IXWXUH�� ,W� FDQ�EH�XVHG� WR�

LQGLFDWH�WKH�DFWLRQ�RI�FUHDWLQJ�VRPHWKLQJ��DV�ZHOO�DV�

WKH�SODQ��DFWLYLWLHV��DQG�VNLOOV�LQYROYHG�LQ�WKLV�SURFHVV��

$V�DQ�DGMHFWLYH��H�J���GHVLJQHU�FORWKHV�� LW�SRLQWV�RXW�

WKH�VW\OLVWLF�TXDOLWLHV�RI�DQ�REMHFW�� ,Q� UHFHQW�\HDUV�� LW�

KDV�DFTXLUHG�PRUH�VWUDWHJLF�FRQQRWDWLRQV��DQG�LW�RIWHQ�

LQGLFDWHV�DQ�DWWLWXGH�UDWKHU�WKDQ�D�VSHFLILF�GLVFLSOLQH�

Strategic design

6WUDWHJLF�GHVLJQ�LV�WKH�SURMHFW�DFWLYLW\�FR�RSWHG�LQ�WKH�

IRUPXODWLRQ�DQG�GHYHORSPHQW�RI�DQ�RUJDQL]DWLRQ’V�

VWUDWHJ\��,WV�REMHFWLYH�LV�WR�JLYH�VKDSH�WR�WKH�VWUDWHJ\��

ZKLFK�LV�PHDQW�PDLQO\�DV�D�V\VWHP�SURGXFW��$�V\VWHP�

SURGXFW� LV� WKH�RUJDQLF�DQG� FRKHUHQW� VHW�RI� YDULRXV�

PHGLD��SURGXFW��VHUYLFH��FRPPXQLFDWLRQ��ZLWK�ZKLFK�

DQ�HQWHUSULVH�EXLOGV�LWV�LGHQWLW\��SRVLWLRQV�LWVHOI�RQ�WKH�

PDUNHW��DQG�GHILQHV�LWV�PLVVLRQ�LQ�VRFLHW\�

Design thinking

'HVLJQ�WKLQNLQJ�LV�WKH�PRUH�EXVLQHVV�RULHQWHG�YLVLRQ�

RI� GHVLJQ� WKDW� WDNHV�XVHU�QHHGV� LQWR�DFFRXQW�DQG�

EXLOGV�YLDEOH�SURGXFWV�DQG�VHUYLFHV��RIWHQ� OHYHUDJLQJ�

QHZ�EXVLQHVV�PRGHOV��,W�LV�D�YHU\�EURDG�WHUP�WKDW�KDV�

EHFRPH�SDUWLFXODUO\�SRSXODU� LQ� WKH�EXVLQHVV�FRQWH[W�

DQG�KDV� JLYHQ� ULVH� WR� WKH� FUHDWLRQ�RI� XQLTXH�DQG�

SURSULHWDU\�GHVLJQ�PHWKRGRORJLHV�� LQFOXGLQJ�)XMLWVX’V�

+;'�DSSURDFK�� )URP�D� WKHRUHWLFDO� DQG� DFDGHPLF�

SHUVSHFWLYH�� GHVLJQ� WKLQNLQJ� LV� D�PXOWL� OD\HUHG�

FRQFHSW� WKDW� FDQ�EH�GHILQHG� WKURXJK� IRXU�PRGHOV��

FUHDWLYH�SUREOHP�VROYLQJ��VSULQW�H[HFXWLRQ�� FUHDWLYH�

FRQILGHQFH��DQG�LQQRYDWLRQ�RI�PHDQLQJ�

Glossary
Human-centered design (HCD)

+XPDQ�FHQWHUHG�GHVLJQ��+&'�� LV�D�PHWKRGRORJLFDO�

DSSURDFK�WKDW�SXWV�XVHUV�DW�WKH�FHQWHU�RI� WKH�GHVLJQ�

SURFHVV�� +&'� ORRNV� DW� SHRSOH� QRW� MXVW� I URP� WKH�

SHUVSHFWLYH�RI�WKHLU�ELRORJLFDO�FKDUDFWHULVWLFV�DQG�KRZ�

WKH\� LQWHUDFW�ZLWK�SURGXFWV�DQG� VHUYLFHV��EXW�DOVR�

WKH�FRQWH[W�WKH\�DUH� LPPHUVHG� LQ�� WKHLU�SUHIHUHQFHV��

JRDOV��DQG�OLIH�DVSLUDWLRQV�

Futures studies

7KH�GLVFLSOLQH�RI� IXWXUHV� VWXGLHV� LV� FRQFHUQHG�ZLWK�

PDLQWDLQLQJ�RU� LPSURYLQJ�WKH�ZHOIDUH�RI�KXPDQNLQG�

DQG� WKH� OLIH�VXVWDLQLQJ�FDSDFLWLHV�RI�(DUWK� LWVHOI�� ,W�

GRHV� WKLV� E\� V\VWHPDWLFDOO\� H[SORULQJ�DOWHUQDWLYH�

IXWXUHV�DQG�XVLQJ�SURVSHFWLYH�WKLQNLQJ�� ,W� LV�D�EURDG�

GLVFLSOLQH� WKDW� HQFRPSDVVHV� QXPHURXV� GLIIHUHQW�

PHWKRGRORJLHV�� LQFOXGLQJ�6&(1$5,2�%8,/',1*��DQ�

DSSURDFK� WKDW� IRFXVHV�RQ� LQWHUSUHWLQJ� FXUUHQW�DQG�

XSFRPLQJ�WUHQGV�WR�JHQHUDWH�SODXVLEOH�DQG�LQWHUQDOO\�

FRQVLVWHQW�VFHQDULRV�WKDW�DUH�EXLOW�RQ�D�FOHDU�UDWLRQDOH�

DQG� UHWUDFHDEOH� ORJLF�� 6FHQDULR�EXLOGLQJ� OHYHUDJHV�

%$&.&$67,1*�� WKLV�GHVFULEHV� WKH�SURFHVV�RI�EDFN�

WUDFNLQJ� WKH�VWHSV� IURP�D�GHVLUHG�HQG�VWDWH� WR� WKH�

SUHVHQW�PRPHQW�WR�GHILQH�ZKDW�DFWLRQV�DQG�GHFLVLRQV�

DUH�QHHGHG�WRGD\�WR�JHW�WR�D�GHVLUHG�IXWXUH�

Service design 

6HUYLFH�GHVLJQ�LV�WKH�RUFKHVWUDWLRQ�RI�DOO�WKH�GLIIHUHQW�

OD\HUV�RI�D�VHUYLFH��LWV�YDOXH�SURSRVLWLRQ�DQG�RIIHULQJ��

WKH� FXVWRPHU�IDFLQJ� �IURQWVWDJH��H[SHULHQFHV�DQG�

LQWHUDFWLRQV��DQG� WKH�EDFNVWDJH�SURFHVVHV��6HUYLFH�

GHVLJQ�PXVW�WDNH�SODFH�DW�WKH�LQWHUVHFWLRQ�RI�GHVLJQ��

WHFKQRORJ\��DQG�EXVLQHVV�WR�PD[LPL]H�LWV�YDOXH�

User experience design (UX design)

8VHU�H[SHULHQFH�GHVLJQ�LV�YHU\�PXFK�LQWHUOLQNHG�ZLWK�

WKH�GHVLJQ�RI�VHUYLFHV�RU�V\VWHPV�DQG�LV�RQH�RI�LWV�FRUH�

FRPSRQHQWV��,W�IRFXVHV�RQ�WKH�FUHDWLRQ�RI�PHDQLQJIXO�

H[SHULHQFHV�DQG�RQ� WKH�ZD\�XVHUV� �ZKHWKHU� HQG�

FXVWRPHUV�RU�FRPSDQ\�XVHUV��LQWHUDFW�ZLWK�VROXWLRQV�
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