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CENTRAL

SSSSSS - 1GTC Consulting (2021)

design research
framework

B 1.1 Underline The
Context

B 1.2 Unfold The
Future

B 1.3 Understand the
Needs of Users

B 1.4 Uncover New
ldeas




B Review Business

to-dos Landsoape

B Explore Trends &
Transitions -
Foresights

B Create User
Personas,
Stakeholder Map,

co-aesign Comves Bosmrne
. Insights

re.q u I reS a B Draf_t Serv_ice
diverse team
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cO-create
services




Image Credit: Angela Roma (2024)

IN- -Store service
experience

2.1 Develop Service
Concept with the
Teams

2.2 Test 1st Model
In-Store Service -
Paper Prototype

2.3 Display

Shopping
Exploratorium Map

2.4 VValidate &
lterate with The
Users / Stakeholders

2.5 Craft CENTRAL
Signature Service
Blueprint
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branded service

ambilence

2.0 See the Brand
Through the Eyes
of Customers

2.7 ldentify Key
Attributes

2.8 Select Aroma
Notes

2.9 Create
Emotional
Connections

2.10 Circulate the
Touchpoints

2.11 Engage, lest &
Refine the Senses




B CENTRAL

we aeliver... S S

CENTRAL In-Store
Experience &
Shopping

Exploratorium

CENTRAL
Signhature Senses
esp Sight, Sound
and Smell

service
that work
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03

orchestrate
touchpoints




B 3.1 Coach The
Coaches: One-0n-
One Mentoring - 5
People Capacity
Max in Group

3.2 Concluded
Workshop; Full Day
On-Demand
Training - 50 People
Capacity Max in
Group

Source . Brand Driven Service Innova tion, Zilver Innova tion (20106)

deploy service
design jam




The Three Zones of Customer Journey Map

1

SCENARIO GOALS AND EXPECTATIONS

Persona

@
Dramatic Arch

OPPORTUNITIES OPPORTUNITIES OPPORTUNITIES OPPORTUNITIES

Insights

INTERNAL OWN . RSHIP  INTERNAL OWNERSHIP .
EQ Person in Charge
GTC Consulting Service (2023)

oowered by~ JEUETIY

Source: Customer Journey Map by Kat Kaplan NN/g (2016)



https://app.smaply.com/share/journey_map/84001496b2f755d33ea86a1d7e8827c468ceb34c8cb9465434f4c8565a74723265de82f4a6702ab5da0b16d4af93d274759e698b0ce13d8d1d6914442b4219b0

DESIGN CONCEPT

June 2024

B Review Business
Landscape - Hinasights

B EXxplore Trends &
Transitions - Foresights

B Create User Personas,
Stakeholder Map,
Customer Journey,
Service Blueprint -
INSIghts

B Draft Service Design
Brief

ii X1 DESIGN RESEARCH
I DESIGN PLAYBOOK

DESIGN CHALLENGE

July 2024

CENTRAL Signature
Service Blueprint

CENTRAL In-Store
Experience & Shopping
Exploratorium - /n-Store
Service Experience (ISE)

CENTRAL Signature
Senses esp Sight,
Sound and Smell -
Branded Service

Ambience (BSA)

S X2 SERVICE DESIGN
B CONCEPT / PROTOTYPE

DESIGN CASCADE
August 2024

B Coach The Coaches:
One-0n-0One Mentoring
- 5 People Capacity Max
N Group

B Concluded Workshop;
Full Day On-Demand
Training - 50 Feople
Capacity Max in Group

@ X SERVICE DESIGN
LEARNER / FACILITATOR



DESIGN CONCEPT Knowing The Unknown Knowns

June 2024
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B Explore Trends &
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Customer Journey,

Service Blueprint -
INsights In Collaboration with CENTRAL

N B:Iaef]:c Service Design @ @ @

ii X1 DESIGN RESEARCH ISE / BSA
I DESIGN PLAYBOOK deation Workshop




DESIGN CONCEPT Knowing The Unknown Knowns

June 2024
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Service Blueprint - FRRUM o%ﬁephl
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B Draft Service Design WGSN 82 Passport ZZ i ianationaL
Brief . ScienceDirect

ii X1 DESIGN RESEARCH
| DESIGN PLAYBOOK




DESIGN CONCEPT Knowing The Unknown Knowns

June 2024

B Review Business
Landscape - Hindsignts e B

.t —d oy ¥ - AR b - - F——. B b et -

P e o A

e - A~ » c—m BT )

B EXxplore Trends &
Transitions - Foresights

A AL
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B Create User Personas, N ™ == = — - g -
Stakeholder Map, P S
Customer Journey,

Service Blueprint -
INsights In Collaboration with CENTRAL

n Bﬁ?ef; Service Design @ @ @

ii X1 DESIGN RESEARCH ISE / BSA
I DESIGN PLAYBOOK deation Workshop




DESIGN CHALLENGE Co-Creating Service That \Work
July 2024

B CENTRAL Signature
Service Blueprint

B CENTRAL In-Store @ ISE . @
Experience & Shopping In-Store Service Experience In Collaboration with CENTRAL

Exploratorium - /n-Store

Service Experience (ISE) @ @ @

B CENTRAL Signature BSA
Senses esp Sight, @ ’@

Sound and Smell -

Branded Service
Ambience (BSA)

ISE / BSA

Validation Workshop

Branded Service Ambience

S X2 SERVICE DESIGN
B CONCEPT / PROTOTYPE



facilitated by CoLAB, |. g
> GTC”

DESIGN CASCADE Teaming Up The Teams T ourism Centre (1610 |12

f O @ @mjuigtc \ +66 53 873 151

August 2024

B Coach The Coaches;
One-0On-0One Mentoring @

- 5 People Capacity Max  Coach The Coaches

N Group

B Concluded Workshop;
Full Day On-Demand @ @
Training - 50 Feople Concluded Workshop

Capacity Max in Group

@) X3 e mae L A{
LEARNER / FACILITATOR
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WORLD
ECCNOMIC
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ECONOMIC
FORUM
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HIGHLIGHTS

Disinformation

Curation: Catholic University of Murcia

Disinformation is an information disorder. The deliberate spreading of false information is typically done for political purposes, and cften as part of
a propaganda campalign tied ta global issues like climata change, Immigratian, or public health emergencias. Falsa content s alraady thriving in the
social media ecosystem, where artificial intelligence tools threaten to make dissemination even faster and more chaotic due to a lack of...
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Join the number one consumer trend forecaster,
trusted by businesses worldwide to get it right.
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Human
Centred
Design

we listen to
. our customers
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Nardo (2024)
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Branded
Service
Ambience
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THE FLAVOUR FLOW
/ SOOTHEYOUR SENSES

Image Credit: The SILPIN ThaHand* (2023)
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Source: The Infinity Wall by d’strict (2019) - Length 2:28 mi
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B miro & smaply
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B Business

Landscape -
Hindsights

Trends &
Transitions -
Foresights

User Personas,
Stakeholder Map,
Customer Journey,
Service Blueprint -
Insights

CENTRAL Policy
White Paper for

Service Design
Playbook

B CENTRAL

Signature Service
Blueprint

CENTRAL In-Store
Experience &
Shopping
Exploratorium

CENTRAL
Sighature Senses
esp Smell, Sight
and Sound

B Service Design
Coaching &
Mentoring - 5
People Capacity
Max in Group

B Service Design
Knowledge Sharing
- 50 People
Capacity Max in
Group



- - - facilitated by CoLAB, |. |
Service Design For Business @2024 International Gastronomy GTC

Tourism Centre (iGTQC) £
f O @ @mjuigtc \ +66 53 873 151

deliver

seamless

customer

experlence /N N\



. . . facilitated b LAB . )
Service Design For Business @2024 aciiitated by BOLAB, - |iare’

International Gastronomy | ="
In Collaboration With iGTC ColLAB Tourism Centre (iGTC) [IZ

B E emjuigtc W +66 53 873 151
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