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B Jae(hyun) Park

Stage 1: Art & Creative Design

Stage 2: UCD / Design Innovation

Stage 3: Design & IT Innovation Research

Seoul National University
B.F.A in Oriental Painting &
Visual Communication Design

Woongjin Publisher / Cliford / Art-Institute

Identified Meaning in Painting

and Expanded Visual Languages

Institute of Design
at lllinois Institute of Technology
MDes in User Centered Design (UCD) and Innovation

SAP / SAMSUNG
Web Magazine

Understood Users, Effective Communication Methods in
UCD, and Design Planning

Weatherhead School of Management
at Case Western Reserve University
Ph.D in Information Systems

Tokyo Tech & Kyoto Tech

Conducting Empirical Research
in Design and IT Innovation




B Teaching & Research Interest

Research in Design in IS (Design + Technology+Innovation)

Design Innovation Methods & Methodologies

Project Based Learning (PBL)
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D+T+l

D+T+l Ideas
Outcomes

—

Research &
Analysis

« Social Theories in » D+T+I Research » Business Concept « D+T+I Approaches « Complexity, Opportunity, and Visualization
D+T+I - Context Research [llustration (BCI) « D+T+l Planning « UCD and Ethnographic research in D+T+l

« Research in D+T+l - User Scale Study « New Product « Problem Framing « UX & Service Design Innovation

« Research Methods - Analytic Research Design (NPD) - Communication « Information, Systems, and IT Design
« Research Seminars ~ « D+T+I Analysis - Business Modeling Planning & Promotion & Innovation
« Design Thinking & - Tools and Methods - Prototypes in D+T+!

System Thinking




INNOVATION?



A

Two purposes of a business:
Marketing & Development

Peter Drucker




ldentifying market opportunity
Creating new customers

Marketing
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The creation of a new offering

Development



INNOVATION=
VISION (Market)
+ INVENTION (Development)



You have to do both well






Why Human-Centered Innovation?



1.

Design-Business Paradigm Shift

from industry-centered to user-centered




Industry-centered

dl — O

Industry P;,vaui:s/
User-centered
User User Value

Industry

T

User Value

Products /
Services




2.

Expanding Design Meanings

Form--Function--Interaction--Experience--Service
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Form--Function--Interaction--Experience--Service




EXAMPLE:
Telephone




LONG LONG TIME AGO...




I want to
receive that
message...

I want to send
this message...

I want to send
this message...

I want to
receive that
message...

I want to
receive that
message...

I want to send
this message...

Jaehyun Park



Communication Tools
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iIPhoto. iMovie. GarageBand. iWeb.
All part of every new Mac.,
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INNOVATOR'S DILEMMA



B Company’s dilemma
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For me...
a customer-centered innovation
approach makes an innovation
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“ Understanding of people’s desires”



Understanding people’s everyday life
- Business and design opportunity



“design thinking is like an inquiry systems
about our everyday life”




“ Understanding People - Insights”



For Extreme Weathers

Instant

Design A New Experience for
the Prevention and Mitigation of
disasters of Extreme Weather

Team Guardian X M weathernews

Zong Weijie Shunichi Hama

He Ning Kaori Oyama

Yu Jichuan Marc Ericson Santos
Luong Quang Huan

Thongsookmark Chanatip

Sakada Kotaro

Make Training Possible
for more people, in more places







In reality,

innovation mostly fails




The global innovation success average, across
all geographies and all industries...

0 100

Source: Doblin analysis
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Leading to a shift in val reation...

Product Service Channel Brand Customer
ce system experience

Business Networking Enabling Core Pro
model process process perfo

t Volume of innovation efforts
Hi | Last 10 years

o m II
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Leading to a shift in value creation...

Business Networking Enabling Core Product Product Service Channel Brand Customer
model process process performance system experience

t Cumulative value creation—
Hi | Last 10 years

Less than 2% of projects produce
More than 90% of value...
Lo I I . I l_I I l

Source: Doblin analysis

Jaehyun Park



T Coimoions | Ot | oowewe

Jaehyun Park



—>Cycle of Innovator's dilemma
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SWEZ

-For Sleep & Wake up Easily-

Members

‘Tomohiro OKA
‘Ryota MITANI
‘So SUGIURA
-Justinian
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Dilemmas / Problems
<-->
Questions
<-->
Innovations



Members SWEZ

-For Sleep & Wake up Easily-
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Have you missed the last train

due to a fun party?
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Y NV
SWEZ

Mission
Good Sleeping Provide Good Society
Value

Cheaply providing a bed room for a night
to the person who can’t go home

Principle

* Provide a room which is specific to sleeping
« User can try new product related to sleeping

Goal
Reset fatigue for tomorrow
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Abstract

D Make
Design Development

Prototype

loster
uptake

Real



~Prototype

Id'e’ate\ﬂ

Redefine




thesis 0 Make

Design Development

Launch

foster
uptake
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Hypothesis o Mk

St L Design Development

foster |
Real uptake




Abstract

O Make

Design Development

Prototype




observations
ﬂy on the wall (watching without saying)
Shadowing (following a person with permission)
context Inq uiry (watching and asking)



interviews
direct storytelling
unfocus group
role playing
extrem-user interviews
desk tour



you go to them
you talk to them
you write stuff down
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Day 2 Log

did you eat, where and why (1 word) did you eat it?
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Framework as organizing structure - AEIOU
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/% Ej AR
Activities Environments  Interactions Objects Users

interaction MEXR-BEERE
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Entrance

First Section

Aisle

Signage

Specialty areas

Checkout

R EEDEH

Actions/Activities

Enter the store

Capture the buying potential
of the customer
Look at products and prices,

Plan shopping experience,
help locate desired items

Ready to eat food

Monetary exchange,
purchasing of products

Leave the store

Environment

Welcoming atmosphere

Freezer section first=cold
Product placement is
important e.g. attract children
to products placed at their eye
level

Up in air, end of aisle

Food counters, prepared food
is visible to customer

Fast paced, designed to
encourage "last
minute/impulse” purchases

Same as entrance most times

Interaction

First physical perception of store
(first impression)

Front of store shows products that

will immediately draw the
customers attention

Consumer decision making
process of which products to
purchase

Signage plays a part in navigating

through the store to find products

Self serve food (e.g. salad bar),
prepared food served by
employee (deli counter)

Charging customer for items
bought, bagging of items

Automatic doors

Objects
Store name (sign), seasonal
elements (pumpkins, Halloween

decor, featured products, RedBox

Frozen food

Grocery products, signs with
promotions/prices, coupons,
samples

signs displaying product/store
information

Pre-prepared foods, convenient
products, on-the-go foods

Paper and plastic bags, conveyor
belt, item scanner, there are
products past the checkout line

Vending machines, kids rides, toy

vending machines, Redbox

Users (People)

Customers, RedBox Users

Customers

Customers

Customers-people looking for
specific items

Customers-people hungry when
they enter the store

Customers, employees, impulse
shoppers

Customers



Framework as organizing structure - POEMS

POEMS

People Objects Environments Messages Services

message & service
Ayt—L & H—EX



Projects > Keeping Healthy at Home User Insights Tool

Gather Tag Cluster Compare Pattern
] Boy B Fruit & vegetable [ ] Cooking space "1 Bills "1 Delivery
] Girl __| Shopping cart __| Family space Il Grocery List Il Packaging
[l Mother [l Shopping bag || Exercise space B Conversation [ | Cooking
|| Doctor ] Medicine Il Market || Newsletter ] Nursing

Source: Global Companies Local Markets, Institute of Design



Qualitative Interviews

Jaehyun Park



Explain vs Explore Questions



The Five Whys:

WHY questions
HOW questions




Exercise #1

"The Best / Worst Experience at the Last Week™
*explain vs. explore questions”®
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PROJECT INFO

Learning from field Study : KJ Method

Problems related to communication
inherent in Suppliers-side

~

-

Problem of Staffs
while receiving Order

s

Staff could toughly ~ Both Japanese/
receive the order  English menu was
(Body Language) available

They seemed to be
embarrassed when
meeting foreign
customers

English Profici
was low among the
staffs

Possible to order,
But Not enough
(Language)

t
Staffs seemed
fearing the foreign
customers due to
language skill.

|

Negative Results

by Suppliers

7~

Calling other staff
disturb the
standardised
working process
When foreigner
comes, staff called
other staff (who can
speak English)

Exceptional Processes

Language Problem of Shop&Staffs
for promoting new menu

Explanation of Staff could not
Promotional Menu  explain/recommend
was in JP (Only Title  menu in detail in

was in English) English

Staffs were very
passive while
receiving order due
to language barrier.

*  were generated by
Foreign Customers

Negative Results by
Foreign Customers

s

~\

_ Foreign Customers

" took more time, and
made delay.

Foreigners couldn’t
decide menu
beforehand.

Foreigners spend
more time to finish
order

Barriers to the
Foreign Customers

Shops doesn't have
enough images for
the foreigners

Foreigners get
hardship when they
had to understand

texts or words

~

Top Menu had no Menu with the
picture, but only image only existed
texts at the counter
. were Foreigners could
gne '“ not understand
strugaling Wih o staff ask them
i b to choose options.

Possible Solutions

By using image, real

stuff, staff could .
fectivel cups when foreigner
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