INNOVATION
and SERVICE
DESIGN

for Thai Food SMEs Adaptation

ANUWAT CHURYEN
Director of International Gastronomy Tourism Centre
and Co-Founder of Service Innovation Academy

School of Tourism Development, Maejo University

Tom= SchoolofTourism
DEVELOPMENT

Success Through Wisdom

Maejo University




TODAY's
DIALOGUE

ANUWAT CHURYEN
Director of International Gastronomy Tourism Centre
and Co-Founder of Service Innovation Academy

School of Tourism Development, Maejo University

T= SchoolofTourism
» DEVELOPMENT

Success Through Wisdom

Maejo University

Unveiling The Future of
<:> Service Innovation Design
Landscape

Redesigning Service
(:) Solution from Sustenance
to Sustainability

Focusing on Retention
and Resilience Strategy
for Thai Food SMEs




doun 1
gaunalruluniinAUuNISUSNS

Unveiling The Future of Service
Innovation Design Landscape

Towards The New Realm of

Unexpected Normality in Times of
Turbulence*

doun 2
USuiiunrssnausNs

Redesigning Service Solution from
Sustenance to Sustainability

A Practical Guide for Thai Food
SMEs in Business Continuity
Management

Anuwat Churyen (2020)

doun 3
1J9/DJIA0N I1S1MOISON

Focusing on Retention and
Resilience Strategy for Thai Food
SMEs

Service Innovation Design
Playbook in Unprecedented
Challenges




OUR
COMMON
GOALs

1. UoJdnIWIkny IKUNIWIRYINU WIAUNS:UIUNAS
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Aauniind /// nsauwua@a Theory of
Change (TOC)

NUNIU

Value Proposition /// nSau®UINI
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N5 BMC szasduun “s1adu” iy 2
4D9gAN8 (5185U-5183918) FrasdU
Urunaie “s1edda1v” gnAn waz Value
seazg1l N/A




PART 1

New Rules | New Realities | "The Next New Things”
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The
New
Rules [1]

Unveliling
The Future of Service
Innovation Design Landscape

Towards The New Realm of Unexpected Normality in
Times of Turbulence*

New Social Rules x New Norms
“Tans:z10gulny”

n37iesEEing (social distancing) Wauan1sg
“nsuvadnuliufiaing (routine distancing)” il
(@1992) 1u “Gilvdlunslddia sudou wuuuny
3o unszulnd (New Norms)” uungiuasiwld
(New Rules) uaziilanafiazanifiuluifiu (carry on)
“Ussvinaulndludvauing (Social Norms)”
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New Management Tools
“diaun1INIsusKHasyIUs=ansnaw”

The

New NITUSUITIANITNIWENS (En’rerpmse Resourge

Rules [2] Monoqemem’r ERI\/I) atinefiuszansnwliunniu

14 “efficiency” Huhnunanan aLUmmamam

ng’mﬂa\‘imsaswaumaﬂms uuuvmamnmaau

(ecology) ka¥ SYUUILIANNGIN? (economy) “an

Unveiling nsuazimsavlananAn leun Limits of Acceptable

The Future of Service Change (LACs), Carrying Capacity (CC), Polluter
ovation Design Landscape

s — Poys Pringiples (PPP), Regenerative DeS|qn

L‘Llumu, a“uumsm’mmmﬂuu ﬂaqasn@mms

Lﬂmnum’mmﬂu (sus’romoblh’ry) Saltiudalaus

NOLESUATINANNUSANNAFAANLAIYANESNAUTNNS

(New Emotional Value)
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The
New
Rules [3]

Unveliling
The Future of Service
Innovation Design Landscape

Towards The New Realm of Unexpected Normality in
Times of Turbulence*

New Mental Model
“lvaf91va 1vafoisa ivalelan”

fesefeguasAiariunanunauauduazusnisiy
1NN1EANOR  FeavesEinliussnaunisianfa
auaeAw Aa nasidhle whsede uasAaAsiL N9
LA ULU AT UA WAL UAZIULDNNATIURAATA
(Mental Model) laavinnisiUSauUALUAUNW
FUURAFIUNINAULULAUAINSAUSNNS  (Conceptual
Model) 2895§5191Ha “anEa3Ing”
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The
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Rules [4]

Unveliling
The Future of Service
Innovation Design Landscape

Towards The New Realm of Unexpected Normality in
Times of Turbulence*

New Signature Stories
“gm 4Ss 1JdunuNatvoIN1sdodns”

asllenulndaaansiaansAsIaUAN Lasasa
ALLAINITUSNITHIL 4 LUINNESWNEITAFALY

a1% Sanitation, Safety, Security, Sustainability*

FUNWA Aa AUINAY agunkanlraaenisidnis
AT @A A28 §UNWA TANuUaan gy
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The
New
Realities [1]

Unveliling
The Future of Service
Innovation Design Landscape

Towards The New Realm of Unexpected Normality in
Times of Turbulence*

Consumption K
Confidence K1y

WINBIANNISNISEUILINY

ArsFaasTRUSTAALASLIAL

“AnudIAY” was SUIHN

“@uUnuy” AaNAUAN / USNNS

doun 1: gaunalnulundnAuNIsusSNAs




The
New
Realities [2]

Unveliling
The Future of Service
Innovation Design Landscape

Towards The New Realm of Unexpected Normality in
Times of Turbulence*

[on1anauvasnisuiaud
ATUATIIAzATUNIW

LJJFJLﬂﬂﬂ’)’]JJQQ‘LLZWJGIQS’]ﬂ’\"&l@\‘mﬁaﬁﬂ (Low Price
Sensitivity) 9“1’]’11‘1/180?1’1UE]JJ‘HQ‘EIBQLLN\‘I?ILLZ@ (High
Pr|ce Prem|um) 171, AURNNEN efficacy
“.Uaaany Nuals [Anarzdn (snas i
Uszandniuga)..”

anmmauaam’m‘lummmmmn‘au anuamuma
aﬂm Lmu‘l@ma‘mnuaummmmmwa\‘imnﬂu i
ﬁaiamamawmmﬂmmaum nau Premium
ProducT oh d|versn‘y FuA lfiLanseen
“Core Product”
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The
New
Realities [2]

Unveliling
The Future of Service
Innovation Design Landscape

Towards The New Realm of Unexpected Normality in
Times of Turbulence*

[on1anauvasnisuniaud
ATUATIIAzATUNIW

./ adwisfmuplsiinug naammam
(CorﬁemTSﬂtﬁeqy) hiﬂﬁiﬂaﬂﬁimjﬁauﬂﬂ LAaTNIN
aneollvid 1lavenaniaznisaliguil gnAtfaunse
’Lumsmasmaqmunu Lummnmmsnminﬂﬂaua
ndase lunnninnsiddialuaniizuns //°
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lonnanasvaunmswiuuinoulsAruAn
[aaveunisvnnisavAns

The

New ENQUWMI% Push  Strafegy ﬁqamm‘lﬁ Pull
Realities [3] STroTeqy ArUNUAU Business Approach mauauas

WLNAR

BE First & DO Fast + Fun & Fulfilment

Unveliling
The Future of Service

Innovation Design Landscape Lan + au /] Lanmamfa auliau&n // aunauiu
;?n‘i;v:srisf ;ﬁfbﬁfev;/,f;alm of Unexpected Normality in asf] Q a au LL a ) g] a Q L [;] jJ L [;] l]
st mswmiﬁm Logistics & Supply,Chain Uaz
msmmswu Luumwmmsaum Wawuilamn
LAZAINUFDINNTTILYIRI2a4gNAT”
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Open To The New Shades
fudnnm Dlonnd 1due

The

New aoun1salingsiiruinisasivalnulsiussulas
Realities [4] U2l (Competitive Advantage) A78NITAIINAINY
[psaulaausauiiau (Comparative Advantage)

=2 < ¢ a ) Y (Y]
Badugniiznmsaliiiunsandmsunslmul - Laz
5 Uiuiﬁnaqmﬁﬂ’aﬂuLLmﬂM’N (Differentiation
Unveiling . Strategy) Wa “lauamnununaivd” nuguslng
The Future of Service € ¥ o g

Innovation Design Landscape AMULANANTUADIUNNT fli’alﬂf]ﬁl UN9zaI WU
Towards The New Realm of Unexpected Normality in Im La l] a Loﬁun u

Times of Turbulence*
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Leap ToLead
Iamaummsmovquaammu

The

New mazlsassunaladafiudeds “5esa (catalyst) W

Realities [5] anmmaauu,maqiuamns Immca,m 15 Digital
Tronsformo’nom anuﬂmuqnﬂa lan1a2a9n19
“‘Neaay” muuuummﬂum T,‘Vin‘uanm a1yl Auto
Shopping Subscription s

Unveliling
The Future of Service
Innovation Design Landscape

Towards The New Realm of Unexpected Normality in
Times of Turbulence*
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The Next New Things /// “New Normal”
KEY SUMMARY




Unveliling
The Future of Service
Innovation Design Landscape

Towards The New Realm of Unexpected Normality in
Times of Turbulence*

The New Meaning of Luxury
ﬂmunmuihuiuumuﬂmunsnsn

’QQL‘UaEI‘LL ﬂlI'VIF’T‘LL‘LIiﬂ’ﬁ
‘L'LL’)‘LL‘VI 833036 e

Consumer is the God ?=iUaauly

A9 NUNUA KLU AE

“@nudulawe An ANUUIUIITURUUTRL”

Isolation is the New Luxury
Spaciousness is a New King

daouf 1: gaunalnulun

AAUNISUSNAS




The New Day of Immersive Experience
Us:aunsrulnulu “lanaviaiiousss”

“qunitnylulaniaiiaus’e” Aus1a1an A3 NATSA
Use aumsm‘mnuanm “lana” ‘lumsmmm
LlauUa Immersive Experlence (IME) snansuse Hnm

Tof Immersive Technology (IMT) a1% VRs ARs MRs
etc tavFasIInlantaiausse  L1snaanuuy
(customised design) UsuluALNg ﬂ‘l_lﬂallL‘lJ’ij’m
Innovation Design Landscape (s (adaptive experience) aNu1INNTe muaS’N The
Towards The New Realm of Unexpected Normality in Moment of Truths (MOTS)

Times of Turbulence*

Unveliling
The Future of Service
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The Future of Service
Innovation Design Landscape

Towards The New Realm of Unexpected Normality in
Times of Turbulence*

The New Dawn of Digital Ecosystem
Aoumavnasinululanaivfa

Unasuse aumscﬁﬁuwm”] (Memorable
Experience) nae “usnnslssaumauunaula
USNsA36Ta (Seamless Digital Service)” AUl
JuapINI5YSuly (Use Case) ’Luammwmsmnnau
gE Luumnﬂuammmmﬁm@, a7 LSEI‘LL Onlme
VNN LR Cloud, VaNAEITINT SN, LaWEgauL
Taniaflan Wusu
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's NOTEs
KEY SUMMARY

$SNAUSNIS9: uwmannwsusmwsvmnﬂsauﬂnsuua
UshanSﬂﬁW(eﬂumency)UWﬂVUSOUﬂOUImh

SANU NUNISINNISADIUIFYUY (low risk) nas
Inulndaudaou UeanIﬂse)mwu0ﬂun§wsﬂnsﬁﬁag
0:UUIASOIUONISUSHISINNISADUKANNAS
|ﬂsu0ﬂﬂamsaauomaau“aqvvﬁ’nnuquqhmﬂu

IWUUINVU




Author’s NOTEs

n1susrisadAnsusnasiuanio:annniroyson TAouausnlu
nasUsudonaunaitunasivagundavidu KoledAary Ao nAs

JSudsus:uudruusnasinnis lngraw1:ns:uoud1u (work flow)
nuuamamsnmmwvo\]msmusms (service quality) ”ueun
S: ﬂUﬁﬂUﬂ’]WWUﬂ\]’IUTHIUuﬂuaﬂa’I\]VO\]ﬂ’WSWGUU’IOOﬂIIUU
9JANS ds1ydassAla: U’WH\]USﬂ’]SﬂﬂJﬂ’]WH\]THﬂUUJTGUSﬂ’]S

m\]uunﬂﬂ’lsnUﬂUOUWUWlVUOﬂ’]SUSﬂ’]S (service blueprint)
uummumoamsva\lanmn|UaaunUath naosnIunNIsUsuyuUoy
ThuTumsmluussnv (business reframe) duliovUINIINNIO:
Wunaduiduaes1iduisinouogndoy




Product

Price
Place
Promotion

Consumer

Cost
Convenient
Communication

4Rs
Relationship
Retention
Referrals
Recovery

4Ps
People
Profit
Planet
Purpose




