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_ABSTRACT

English

Product Service System Design (PSSD), is a Mas-
ter of Science that hosts international students
and professors from all over the world. Connect-
ing different cultures, knowledge and trends has
been a great vision: PSSD has a unigue value, that
builds its students as unigue talents. During the
last 12 years more than 600 students have grad-
uated: taking in consideration the experience of
these previous students and the current trends,
PSSD needs to evolve its flow and improve its
offer. The poor knowledge of companies regard-
ing the PSSD offer, the incapacity of students at
explaining their potentiality and the frustrations
that come with finding a job/internship. are the
challenges addressed.

This thesis aims to investigate the path of the
students during the two years master program
in order to provide them with stronger guidance
and facilitate them during the job recruitment
process. The research has been conducted tak-
iNng in consideration the voices of the two main
stakeholders: the students from one side. and the
companies from the other side. The needs and
the wishes of both of them are considered nec-

essary in order to provide a quality solution. From
the research, the biggest pain point emerged; the
lack of contact between the two actors during
the academic years: as conseguences, compa-
nies don't know the abilities of the students, and
students struggle in finding a suitable job.

From this scenario, this thesis wants to find
answers to the questions: "How might we put in
touch the students with companies before work-
iNng?” "How might we make companies aware of
PSSD students?”. The solution to these answers
relies in the improvement and increase of the
participation of companies during the academic
vears. By pushing the collaboration with students
since the outset, both of the actors can benefit
from one another. on one hand, companies have
the chance to test the students and to measure
their potential and talent and on the other hand,
students can challenge themselves, understand
their capeabilities and face the difficulties of the
job world.

What the thesis wants to deliver is a system that
allows students to get in touch with companies

and to get awareness of the job panorama. The
systerm consists in a collection of suggested activ-
ities given to or tailor made for the companies,
that facilitate the contact with students during
the classes, and create a bridge between these
two actors; a space for students to find motiva-
tion and collaboration offers related with PSSD:
an area related to the teachers to send direct col-
laboration requests to the companies.

[talian

Product Service System Design (PSSD), e un corso
di laurea specialistica della facolta di Design del
Politecnico di Milano, che accoglie studenti e
professori internazionali, provenienti da tutto
il mondo. Far interagire culture, conoscenze e
trend differenti e stata un’intuizione promettente:
PSSD ha un valore straordinario, che permette
agli studenti di coltivare talenti ineguagliabili.
Negli ultimi 12 anni si sono laureati piu di 600
studenti: a partire dall'esperienza di questi ultimi
e tenendo conto dello sviluppo di oggi, PSSD
deve progredire e aumentare l'offerta proposta.
Le sfide che deve affrontare sono soprattutto
lignoranza delle aziende in termini di offerta
da parte di PSSD, lincapacita degli studenti di
esporre le loro potenzialita e la frustrazione di
coloro che non riescono a trovare un lavoro o uno
stage coerente in questo settore.

Lo scopo di questa tesi & quello di analizzare piu
da vicino il percorso degli studenti durante i due
anni di laurea specialistica al fine di indirizzarli
verso un futuro migliore ed aiutarli durante il
processo di ricerca di un lavoro. Per condurre la
ricerca e stata data voce ad entrambe le parti
interessate: gli studenti da una parte e le aziende
dallaltra. | desideri e le necessita di entrambi
sono fondamentali per trovare una soluzione
di qualita. Dalla ricerca e emerso il problema
principale: la mancanza di comunicazione tra
le due parti durante gli anni accademici. Di
conseguenza, le aziende non conoscono le
vere potenzialita ed abilita degli studenti, e gli
studenti hanno difficolta a trovare un lavoro che
gli si addica.

A partire da tale panorama, la tesi si pone
come obiettivo quello di rispondere alle
seguenti domande: ‘Come mettere in contatto

In order to show how the system works, H-Farm
(@ company that already works with PSSD stu-
dents and is interested in further collaborations
with the Product Service System Design Master
of Science) has been taken as an exemplification
to prototype some of the activities. As a result,
the journey presented will be adapted and made
based on H-Farm's direction and with the path/
collaborations that the company is willing to
undertake with PSSD Master of Science.

gli studenti e le aziende prima del percorso
lavorativo?”’, "Come far rendere conto alle aziende
che ci sono studenti in PSSD?". La soluzione ha
come base quella di migliorare ed aumentare
la partecipazione delle aziende durante gli anni
accademici. Se si installa questa collaborazione
sin dallinizio, entrambe le parti possono trarre
beneficio 'una dall'altra. Le aziende, da un lato,
avrebbero la possibilita di mettere alla prova
gli studenti e di misurare il loro potenziale; gl
studenti, dallaltro, avrebbero la possibilita di
prendere coscienza delle proprie capacita e di
affrontare le difficolta del mondo del lavoro.

Cio che la tesi si propone come obiettivo e di
fornire un sistema che permetta agli studenti di
entrare in contatto con le aziende e di acquisire
consapevolezza del panorama lavorativo. Questo
sistema suggerisce un insieme di attivita fatte su
misura per le aziende, che possano aiutare gli
studenti durante le lezioni ed istituire un legame
tra le due parti, dedica uno spazio agli studenti
per far si che trovino la giusta motivazione e
delle offerte per collaborare con PSSD e riserva
uNo spazio ai professori perché possano inviare
direttamente delle richieste di collaborazione
alle aziende.

Al fine di dimostrare come funziona qguesto
sistema, H-Farm (un‘azienda che lavora gia
con studenti di PSSD ed e interessata ad una
maggiore cooperazione con il corso di Product
Service Systern Design) & stata usata come
modello di creazione, ideazione ed invenzione
di nuove attivita. Di conseguenza, il percorso
presentato sara adattato e diretto da H-Farm
e dalle collaborazioni che questultima ha
intenzione di intraprendere con PSSD.



 PREMISE

Facing the master thesis is very hard. It requires a
lot of self-empowerment and strength.
You have two different feelings: on one hand you
want to put all yourself in the project, and on the
other hand you just want to get rid of it.

The truth is that it is the last real project you can
design following your passions, thinking about
whatever you like and making it beautiful (not just
aesthetically, but functionally). You can literally
explore whichever topic, without constraints, and
choose the one that make you more passionate,
the one you like more. It is the opportunity of a
lifetime: you will never be able again to spend
so much time and effort on a personal project,
getting also advices from qualified people that
are truly interested in the topic. Finally, you have
the opportunity to choose by yourself, to decide
how to go on. It is the best.

Nevertheless, even though you are perfectly
aware of this opportunity.. what if you need some
constraints? What if you are not really passionate
about a topic? What if you just want to finish?
What if you're focusing on other things of your

life and you can't really see why you should put
so much effort just because you need to deliver
e final project? What if you are not even ready
to brainstorm alone, to take decisions and
responsibilities that might change everything?
What if you think that your brain is not enough
and you need to find answers somewhnere else?
What if you are working and the thesis is not in
your priorities? What if you miss the support of a
team and think that what you're achieving will
never be enough? What if... it doesn't go so well?

These two scenarios are far away one another.
| personelly fit in the second one. It has been
very hard to really start working on the thesis: |
disappointed myself in not having a passion or
an interest strong enough to make me want to
work on it, in postponing so much the moment
to start.

The thesis happens in a moment of our lives that
is full of question mMarks: who am [? What am |
able to do? Where do | want to work? How does
my future look like? What does the place I'm
doing the internship offer me? Is it enough? Am

| enough?

| questioned myself a lot about my capabilities,
the way people see me, what | learnt and how
| can make the world a better place: how can |
keep living happy and satisfied, what does make
me satisfied? | still can't find good answers. But
what | found is an opportunity to go on, to move
myself to make a step forward: | was not the only
one asking myself these guestions. How many
students at this point of their life feel like this?
| have had the chance to have friends to share
these thoughts and these fears with.

The main uncertainty is related with the
professional future: what are we able to do, to
offer? Where will we end up? What does attract
us more? What does the job world expect from
us? Which are the realities we will be able to work
with? How can we know our value?

That's why this thesis started.
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_INTRODUCTION

The topic of this thesis is the awareness around
the Product Service System Design students
and practices. The Master of Science held
in Politecnico di Milano, attracts every vyear
international students from all over the world,
and produce gualified employees that are the
most payed within Politecnico Design School
students (Indagine Occupazionale, 2016).

Nevertheless, the knowledge about this course
within companies, corporations and institutions
is very low and it is difficult for them to position
the students in the right place: however, their
interest is raising and Politecnico who's pushed in
the right direction the in the past. has to educate
companies and promote its students.

The research of this thesis has been conducted
following the ‘action-research” methodology.
originated and validated by Kurt Lewin.
Complying with this approach, the research has
been done through the organization of the PSSD
Advisory Board, the dispatch of an online survey
to the alumni of PSSD (which collected more
than 80 answers) and the analysis of reports

from both Politecnico offices and students. The
scope of the research was mainly collecting
information about the expectations and the
lacks of PSSD offer from both companies and
students: understanding the skills and topics a
PSSD students expect to earn during the 2 years’
master, and those companies expect him to
have once graduated.

What emerged from the research is on one
hand, that students are not able to explain their
capabilities and that they don't have matured
enough experiences in the real job world: they
are missing the "touch” with companies; on the
other hand, companies cannot offer a proper job
to the students because they don't know enough
about their competences.

Students are talented but they don't have enough
experience within the job world, companies see
their potential and are interested in investing in it,
but their relationship needs to be strengthen. It is
necessary that they meet in a safe environment
where they both can test each other.

Increasing the collaboration between students
and companies enables students to realize what
are their strong points in relation with the brief,
and companies to understand how students can
be useful within their environment.

The guestions raised at the end of the research
have been: How might we get students in touch
with companies before starting working?; Make
companies aware of PSSD students?, Teach
companies what PSSD means and does?

Touch-PSSD is an editorial and collaboration-
supportive system that enables companies,
institutions and corporations to understand what
is Service Design, why PSSD is able to do Service
Design, and how to collaborate with students.
Through a series of articles linked by other
sources, and a series of homemade contents
about what happens in PSSD, companies have
the chance to gather information about the
trends and the activities that take place in PSSD.
They also can select the way to collaborate with
students, through a set of activities suggested,
by choosing the one that better fit with them

or by assembling a customized one. Touch-PSSD
follows them from the very first understanding of
the topic. to the collaboration with students.

This service fosters the collaboration of students
and companies, give visibility to students and
allows them to have a clearer perception of the
job opportunities panorama after graduation.
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 RESEARCH

RESEARCH FRAMEWORK

Topics of the research.

The goal of the research has been understanding
those pain points where the thesis has to focus
in order to facilitate students' life after graduation.
If students are so confused and ask themselves
what is their role, where are they going to go,
what is going to be their future.. in a such blur
reality, we need to make things as clear as pos-
sible.

The topics have been different: what companies
expect from students, what are the main skills

Sources

Since PSSD is a quite-new Master Class, the topic
of this research appears new as well. Neverthe-
less, many are the points of view collected: this is
because the audience that has been interviewed
is very into the topic and really wants to help
PSSD students in having a clearer future.

The research conducted can be divided in desk
research and secondary research. The desk
research consists in a collection of reports and

that students are required to have after gradu-
ating, what is the perception of PSSD in the job
world, what are the activities that companies
currently do with students within PSSD Mas-
ter Course, how students feel during and after
the internship, how students feel during classes
and where are the pain points, what were the
expectations of students before starting PSSD,
what students think will happen to PSSD/Service
Design in the next years.

study cases investigated: the reports considered
are both formal (the one given by RAP "RAP
Report Analysis’) and informal (the one called
‘OYAR"). The study cases consist in ways that
companies collaborate with other universities
(such as Bocconi), or how magazines and organi-
zations were born in other universities . The sec-
ondary research is a way more consistent: infor-
mation has been collected thanks to an event

with companies that has been organized within
Politecnico and under the decision of the Head
of the PSSD Master of Science, Anna Meroni, and
the Professor and Fellow Researched in Design.
Marzia Mortati. Also, the secondary research

Method.

This thesis has been conducted following the
methodology of the “action-research” originated
and validated by Kurt Lewin, a German social
psychologist. This methodology is defined as a
‘systemic inquiry that is collective, collaborative,
self-reflective, critical and undertaken by partici-
pants in the inquiry” (McCutcheon e Jung. 1990).

‘Three are the conditions to satisfy in order to
deliver such an approach:

- The close relationship between knowl-
edge acquisition and action; action research
is research in action rather than research
about action’ Action is taken to improve prac-
tice and the research generates new knowl-
edge about how and why the improvements
came about.

- Action research is conducted as a collab-
orative partnership between the researcher
and a group in an organisation or community
who participate in the process of the action
research. Research proceeds as a cycle of joint
planning, action, observation and reflection,
where the reflection phase paves the way
for further cycles of planning, acting. observ-
ing and reflecting in a spiral of learning, for
example, label them ‘constructing’ ‘planning
action’ taking action” and ‘evaluating action’

- The results are shared amongst partici-
pants and for action research in an academic
context the output typically also includes a
public report such as a dissertation or thesis.

- The output is ‘actionable knowledge’ that
is useful to both the practitioner and aca-
demic communities” (Rose. Spinks, & Can-
hoto, 2015)

The research covers these requirements: the

got fed by an online survey that has been sent
to PSSD graduated student, and to some inter-
views to current students about the current flow
of PSSD Master Course and the opportunities of
collaboration with companies.

research has been conducted directly with the
companies and the students of PSSD through
different means (events, survey, indirect inter-
views, talks); the research has been conducted
thanks to the support of Paolitecnico staff (specif-
ically: PSSD Advisory Board organizers and RAP)
and PSSD alumni; the research result will be the
topic of this thesis; the research is useful for the
practitioner (since it will be the topic of the Mas-
ter Course dissertation) and for the academic
communities since it develops topics which are
currently discussed within the CCS.
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PSSD ADVISORY BOARD

Introduction.

The "PSSD Advisory Board” is an initiative of the
Direction of the Master of Science program in
Product Service System Design and of the Direc-
tion of the School of Design of Politecnico di
Milano. Its aim is to provide non-binding strategic
advice to the master programme, with particu-
lar regard to the interpretation of today designer
skills and the identification of opportunities and
expectations of the job context, in order to bet-
ter define the profile of the graduate student and
therefore of the training programme the master
provides.

Therefore, PSSD Advisory Board on the one hand
is aimed at supporting the teaching staff at Polimi
to understand what companies, design agencies
and other design related organisations are requir-
ing from young graduates, and, on the other,
thinking and promoting together with the School
fresh opportunities for students, during their aca-
demic career (workshops, projects, internships.
etc) and afterwards (real job positions).

By creating a commmunity of interest around the
Master Degree, the PSSD Advisory Board aims
to support overall a better training that is up-to-
date centred on the requests of the market but

also capable of proposing new visions for future
design professionals.

Advisory Board Members

Currently, the PSSD Advisory Board counts more
than 40 members, belonging to different compa-
nies, design agencies and organisations. Almost
all of them have already experience in working
with the School of Design at Polimi.

One of the main reasons for their collaboration
with the Master program lays in the interest to find
prilliant students and young professionals capa-
ple of bringing new ideas and approaches into
their respective work environments. Additionally.
the PSSD Master Direction deems that the Advi-
sory Board could have a crucial role in exposing
the young talents educated in PSSD to the expe-
rience of these companies in delivering products
and services for real users in the real market, so to
merge a more traditional way of learning in the
classroom with a more experimental one based
on field activities and project-based learning.

Ist meeting.

On November 28th, the first meeting of the PSSD
Advisory Board has been organized.
Participants have met at the Bovisa Campus
of Politecnico di Milano to share objectives and
insights on the intentions of the Advisory Board
itself.
The schedule of the meeting was the following:
an introduction about the reasons and goals of
the project. an overview about Politecnico School
of Design and the Master Degree in Product Ser-
vice Systerm Design, a focus on the course itself
(what PSSD means, examples of what can be
considered a PSS, values and approaches, aca-
demic offering).
In the presentation, particular attention was paid
to the journey of students in the 2 years of Mas-
ter. where the second year is partially flexible
because of the choices of the students to study
abroad: Erasmus Exchange, Double Degree Pro-
grams (Politong and PSSD&ME), internship. Fur-
ther, statics on job placements have been shown
and discussed: one year after graduation, 93%
of PSSD students have a job. Of these, 821% are
employed and 17.9% start their own business and
are self-employed.
Within those who have been employed, 78.4%
works outside lItaly and the 677% works in
small companies (1-49 employees), the 22.6% in
medium companies (50-499), the 6.7% works in
big companies (+500).

Employment  Statistics, Career Service -
Politecnico di Milano.
Charts from the latest Official First Employment

Activity 1.

The activity, focused on the expectation of com-
panies on students knowledge and personal
characteristics, was organised in two parts. The
first part regards companies’ previous experience
with them:

Have the participants ever related with PSSD
students? Have they ever worked with some of

Survey of Palitecnico di Milano, carried out yearly
by the University Assessment Commiission in col-
laboration with the Career Service and AlumniP-
olimi Association.

Among employees, again, the 395% found a job
before graduating, the 3279% within two months
after graduation, the 11,69 within 6 months, and
the 9,69 has taken more than 7 months to find
a job.

Finally, a list of frequent job ftitles (checked on
June 2016) found on LinkedIn looking at gradu-
ates profiles has been shown. The most common
are: Product manager, Project manager, Service
designer, UX designer. Strategic designer, Prod-
uct and Experience designer, Product and Brand
designer, Interaction designer. These seem to be
rather more related to the content and process
flow (horizontal competences) rather than to the
operational part (vertical competences).

These titles show what students tell about them-
selves.

What do companies say about PSSD graduates?
This has lbeen the focus of the first of two work-
shop activities, dealing with understanding the
ideal profile of a PSSD student. The second has
dealt with the possibility of establishing future
collaborations (workshops, sponsorships, intern-
ships, etc).

At the end of each activity participants have been
asked to take part in a debate, in order to share
thoughts and ask questions to the audience.

them? And if so, what was the role of the stu-
dents inside the company?

7 out of 36 participants say that they have never
worked with PSSD students whereas the major-
ity. 18, have already worked with them.

From the experience of the latter, the students
were mainly in charge of UX design, Service



design, Interaction design, Research, Event plan-
ning, Design thinking education. Their roles in
the organization were many and different. Some
explanations coming from the participants are:
‘Service designer, Transdisciplinary design, build-
ing bridges between disciplines, combining
experience, service, space, brand, product in
one experience” Sigurdur Thorsteinsson, Design
Croup lItalia;

‘A professional that is able to understand the envi-
ronment where he has to work, and by listening,
researching, and using the right human resources
he is able to move from an idea to a real project”
Stefania Scolamiero, Abstract;

‘Manage internal and external r%oum@s in order
to design the forces that creates / shape the full
customer experience” Stefano Carmi, Autogrill;
someone that ‘is able to bring attention to needs
of the people, with methods and ability to listen”.
Daniele Vitali, Spark Reply.

The roles attributed by companies to PSSD stu-
dents are in general more related to the intan-
gible value of the project, to the human under-
standing and to the coordination of a process.
This is coherent to how the students describe
their '\“b positions in their cuﬂcu a.

The second part of the first activity was aimed

at LOH@L ng the pmf@r@rvex of participants in
terms \f ompetences and personal character-

istics of graduates: what do companies expect
from Sv D students? What kind of skills and atti-
tude do they look for? What kinds of experiences
are considered important?

As it turns out, the most interesting seems to
be Technology, followed Social Sciences and
Humanities. Nevertheless, the "New disciplines
and cross disciplinary knowledge: Complex-
ity Theory, Complex systems, Multidisciplinary
approach, ramo'\sc'\p'\r\ar\/approack‘ Sustainabil-
ity Science, Ergonomics, Information/ Communi-

cation Theory, Public %pedkmq got the majority
of votes, 27, with a

particular interest in multidisciplinary approach,
transdisciplinary approach, public speaking and
complex systems.

Other suggestions from the participants have
been: content strategy, organization and man-
agement, data and algorithms, economics busi-
ness and budgeting, coding and [T, behavioural

modelling and change management, ethics.
Concerning personal choices and interests as
well as previous jobs and occupations, the most
various preferences have been collected.

All kinds of job experiences are appreciated, as
ong as ‘they were exposed to the complexity
of organizations’, as Fabio Di Liberto, from Isko
remarks. These experiences do not necessar-
ily have to concern the design field: freelancing,
startup, volunteering in a NGO or in a non-profit
organization, social impact activities, sale assis-
tant, customer service and customer care clerk.
It appeared that empathy and ability to under-
stand clients is essential: indeed, Falbrizio Pieran-
drei, frorn Paco Design Collaborative, says ‘Any
experience in which they deal with people (not
stupidly staying in an office)’

Another valuable trait is \howm a strong passion
that defines better who the car*o'\date is: ‘Being
passionate of something beyond the job!” as Chi-
ara Torti, from Spark Reply, says.

Teamwork is considered fundamental: as llaria
Morganti., Mare Culturale Urbano says ‘whic
ever kind of experience that made the candidate
able to manage a job relation, relate with a team’
and deal w'\:h other peers, in order to )
results. Teamwork can be applied to many cir-
cumstances: from university projects, to jams and
workshops, from theatre school (that is related
also with the expertise m storytelling and speech),
to sports. Experiences abroad emerged as well
whereas related with trave s,dob or studies, travel-
ing appears as an important feature. Further, par-
ticipants are very interested in the fields of data
(big data, data science, data analysis, IT) and busi-
ness (Mmarketing, economics, trends analysis). Pre-
vVious experiences in project management and
deeper technical knowledge is, clearly, a reason
of distinction.

Participants have also been asked to indicate
the most interesting soft skills and hard skills a
PSSD graduate should have. Between the soft
skills, the most recurring ones have been: story-
telling, problem solving, improvisation. flexibility.
team building, open minded attitude, curiosity.
eadership, creativity, multidisciplinarity, empathy,
strategic thinking. analytical skills, visualization of
complex systems.

Concerning hard skills, the most valuable seemed
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to be: economics and micro economics, business
modelling, social media management, visual sto-
rytelling, interaction design, UX, CX, design think-
ing methodology, 3D rT*OdeHima Microsoft, lan-
guages. anthropology, social science
data science /management, IT :;ompetefwces, KPI
metrics.
The final part of the exercise requested partici-
pants to rank the chosen topics (of the Realm
of Interests and Passions they would have liked
the candidate to have) and therefore “rewar*‘h
pfﬂ%'\onat”" gained the first position with 26 votes
international mobility” was second with 16 v tes,
and "technology geek” was last with 14 votes.
Concerning students’ personal attitude, the most
interesting seemed to be ‘experimental mind-
set” and ‘socia mtehgemce", followed by "emo-
tional intelligence’ and ‘creativity’. whereas the
less interesting is theore ical mind- set’ eighth
p*’)smf“ N

These two very different results might seem con-
tradictory. If on the one hand, the most requeste
approach is ‘research passionate’, on the ot %er
hand the less interesting personal feature is the-
oretical mind-set” What does this mean? Taking
into consideration what participants have said |
very re e\/amt here.
Stefano Carmi, from Auto grill, expressed his point
of view about the ability of the PSSD program in
giving a specific mind-set to students, that allows
them to “look at things and analyse the phenom-
ena’ in an interesting way.
Alessandro Masserdotti, fromm DOT DOT DOT, says
that PSSD designers should ‘learn a little bit of
everything’

Raffaele Boiano, from Fifth Beat, remarks how
PSSD designers have difficulties in considering
themselves @xpertK in a specific subject. Never-
theless, this is not a flaw: indeed, they have the
characteristics of bemg the “glue’” of a project
team, the persmm that makes everyone cormmu-
nicate and collaborate, ‘they need to be the facil-
itators’
‘Research Passionate” + "Social intelligence” +
‘Experimental mind-set” are the key features Of
the PSS designer. "Research passionate” indicates
someone that is curious about the workings of
the world and uses different tools to find out;
‘Social intelligence” refers to the ability in under-
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standing people’s needs, not just as single identi-
ties but as commmunities; ‘Experimental mind-set’
is related to the approach to work, and indicates
the importance of prototyping and testing draft
ideas directly with users.
During the debate, other interesting lacks and
best practices of the PSSD graduates emerged.
One of the most important is that ‘PSSD stu-
dents cannot explain what they are able to do.
what is their job. Neither the majority of compa-
nies knows thb professional figure; indeed, PSSD
students are usually used to train the HR depart-
ments!” says Fabio Di Liberto, adjunct professor
in Politecnico and Brand Director of Isko. Ste-
fano Carmi, Autogrill, adds that "Companies stil
dont understand what a Service Designer is, so
they don't know if they need it or not" Raising
awareness of their capabilities has to be one of
the objectives. On one hand, if they don't know
who they are, they cannot promote themselves
correctly: on the other hand, if companies have
never hswd about this role, they cant imagine
the potential benefits that they could acquire. It is
very important to work in both directions.
Another pain point concerns the relationship
between PSSD students and other workers in the
team. If. as mentioned above, PSS designers are
the glue of the team”, and "they need to know a
little bit of everything’, it is important that PSSD
students ‘cross with other students from differ-
ent disciplines’, as Matteo Vignoli, from University
of Modena and Reggio Emilia, suggests. Making
PSSD students working with other people with
different backgrounds, (and this means different
mind-sets), would make them more flexible and
would train them for the real world, where they
will have to face the comp ex'\ty of dealing with
a team of people that don't speak the same lan-
guage
Finally, the topics of aesthetic and visualization
have been faced. "Aesthetics in the digital world
needs the same feeling as in the taru\b\e world”
says Klaus-Peter Roehler, regional CEO of Allianz:
‘Creativity is important, commum'\ca:\om aesthetic
is very important” says Stefano Carmi, Autogrill. In
a world that is switching from product to services,
the visualization of the intangible experience is
essential to comprehend the value proposition.
So, beside the fact that things have to work beau-
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tifully, they also need to look beautiful: this dimen-
sion has not to be forgotten, because a pleasant
visualization helps with a more efficient delivery.

Matteo Vignoli, from the University of Modena
and Reggio Emilia and from Epoca, had more
than 35 students as interns. From his experience,
he underlined that one of the best achieve-
ments had been to make PSSD students work
with business and technology experts: the mix of
those three backgrounds generated great results.

Activity 2.

The second activity has looked into understand-
ing the possibilities for Advisory Board members
to be more involved with PSSD in the future
This has received 28 out of 31 positive answers,
3 pblank answers and O negative. The most inter-
esting channels for collaboration seems to be
connected to the offer of internship positions,
with 21 participants interested, followed by proj-
ect based collaborations with 16 votes, and the-
sis with 13 votes. Other suggestions coming from
participants have included in company training
programs, presentation of professional projects,
mixed student and professional lecture series,
observatory for potential clients, field research,
stakeholder engagement, students as a special
unit inside other companies.

Concerning the topics that Advisory Board Mem-
bers are interested in developing with PSSD, many
options have appeared. The most frequent ones
are: services for social inclusion, workshops aimed
at mapping customer journeys, food innovation
programs, in-store tourism, urban planning. ser-
vice design and architecture, behavioural model-
ling, service optimisation, global innovation, pol-
icy design, cross disciplinary studies, community
services, digital and retail. smart cities, UX, data
driven design, brand strategy, and ‘methodologi-
cal approach to understand people’s behaviours’
suggested by Mark Vanderbeeken, from Experi-
entia.

Further suggestions can be considered starting
points for raising awareness about PSSD and
connected disciplinary approaches in compa-

Mark Vanderbeeken, from Experientia, has been
working as well with several PSSD students: he
says that "Product service system designers have
to be considered as a strategic tool to give a new
shape to companies’

Finally, Jonathan Edelman, adjunct professor in
Politecnico di Milano, believes that "the trajectory
of these scholars does not make them simple
employees but good leaders”.

nies, for example the idea of using design think-
iNng in companies, integrating business and tech-
nology in design practice, etc. “The majority of the
projects dies inside the company itself. We need
to integrate the traditional mindset of companies
with the customer centric approach of the stu-
dents’ says Enrico Girotti, fromn Digital Accademia,
H-Farm.

Some clues have been given: educating HR to
understand the value of PSSD (suggested by
Fabio Di Liberto and Jonathan Edelman):; defin-
ing clear competences of PSSD graduates; “Inte-
grating later thinking methods (being aware of
contemporaneity: politics, economics, environ-
mental issues)’. as suggested by Sergio Galasso,
from Mare Culturale Urbano.

Conclusions.

The meeting has been a very important starting
point for future improvements in the educational
program. On one hand, it has helped to shape
the traits of the ideal PSS designer, to understand
what the Master Class in PSSD is missing and
where the academic offering should focus more,
in order to improve its quality. On the other hand,
it is evident that there is a very good ground for
possible and future collaborations with many dif-
ferent types of companies, although much still
needs to be done to raise awareness - in com-
panies directly - of what PSSD means and does
inside a team.

The future goal of the PSSD Direction and of the
Advisory Board will be centred on understanding
the best actions to answer these challenges.
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ONLINE SURVEY

Introduction.

An online survey has been sent to the ex-PSSD
students, in order to investigate the actual trends
concerning their jolb positions and their feelings
about what PSSD meant for them.

The kind of questions asked intended on one
hand to understand what they are doing in the
companies they are working for, by making a
parallelism with the questions asked during the
PSSD Advisory Board, and on the other hand to
figure what PSSD taught and missed in teaching
them.

The people who answered have been contactec
personally, or in groups: it has to be thanked Car
olina Cruz for her kind help in sending the sur
vey to the mailing list of Politecnico, as well as
other ex-students, such as Francesca Carella, that
helped the survey be filled by sharing the link in
social network groups.

On February the 8th the survey has been sent:
until February 14th76 answers have been co
lected. This number is a great achievement,
since the students that have been contacted
are around 650. It means that more than 1 stu

dent over 10 answered. Again, this number shows
the great interest in ex PSSD students about the
topic, and their willingness to give their point of
View.

The following information are referred to those
76: the survey keeps receiving answers, but in
order to be able to make an analysis, these first
76 respondents are considered a good sample.
options have appeared. The most frequent ones
are: services for social inclusion, workshops aimec
at mapping customer journeys, food innovation
programs, in-store tourism, urban planning, ser
vice design and architecture, behavioural model
ling. service optimisation, global innovation, pol
icy design, cross disciplinary studies, community
services, digital and retail, smart cities, UX, data
driven design, brand strategy, and ‘methodologi
cal approach to understand people’s behaviours’
suggested by Mark Vanderbeeken, from Experi
entia.

Further suggestions can be considered starting
points for raising awareness about PSSD and con
nected disciplinary approaches in companies, for
example the idea of using design think
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Generic questions.

The survey has been sent to post-graduate stu-
dents: the sample taken in consideration goes
fromn 25+ years old students, graduated maxi-
mum the April session of 2016.

The 4% of ex-students that answered is now 25
years old, 21.3% is 26 years old, 12% is 27 years old,
16% is 28 years old, 10.7% is 20 years old, the 18.7%
are 30 years old, and 1739 are more than 30 years
old.

1739 graduated in 2011-2012, 17.39% graduated
in 2012-2013, 28% graduated in 2013-2014, 25.3%
graduated in 2015-2016

The majority of people had their bachelor in
Product Design, which is 493% percentage. Less
frequent are the rest of the design faculties: 17.39%
comes from Interior Design schools, 16% from
GCraphic Design, and 3% from Fashion Design
There are few outsiders: one from physics, one
fromn engineering and one from architecture.

The highest samples are people of 26 years old,
graduated in 2013-2014, with a previous bachelor
background in pfoduct design.

Questions related with their actual job.

959% of respondents are currently working. Of
those Workmg, 27% is working since less than one
year, 239% has been working since between 1 and
2 years, 7/4% since between 2 and 4 years, and
6% since more than 4 years.

The mo &t frequent way of finding a job it “pp@ars
to be word of mouth, 34.6% of votes. 187% of
respondents founded their job thanks to socia

networks, 9.3% thanks to career service, and
67% by sending a volunteer application. 24%
of respondents started their own business, and
28% founded their actual job either way. Of those
ast ones, two answers stands out: one is about
the Alta Scuola Politecnico, because two people
mentioned that they have been involved in some
projects with it; the other one is about a recruit-
ment website that is htto./,/\:fash\Omobs.:orr/.

—

489% of respomdemts’ affirms to be currently
working in Service Design. 36.8% works in the
UX Desi gm field, 2379 works in Graphic Design,
18.4% works in Interaction Design, 14.59% works in
Product Design, 11.8% works as Art Director, and
6.69% works in Interior Design. 31.6% works in other
fields. Of those lasting ones, some options given
by the respondents are similar. they work in stra-
tef*c design, or events management, visual mer-

chandising. or in the research and academic field.

581% of the respondents are contracted with a
full-time job, 23% are freelancers, 13.5% have an
open e d contract, whereas /\% have a part-
time contract; 12.2% have a project base contract,
and 549 have an internship contract.

The most relevant skills they are asked to have in
their jolbbs, are Problem Solving with 80% of peo-
ple Vo Nng. Strategic Thinking with 749 of votes,
Multidisciplinary approach with 65.3%, Flexibility
with 609, Design thinking methodology with
5439, and UX with 549%.

Only 8.2% of ex-students didn't work before this
current job

Research is the most relevant interests among
the participants, voted by 56% of them. Interna-
tional mobility got the second place with 54.7%
of votes, and Technology got instead 45.3%.
The three personal characteristics that have been
voted most are Creativity by 671% of people,
Experimental mind-set by )U/@ o people, and
Emotional intelligence by 48.7% of people.
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Questions related with PSSD.

What did you expect from PSSD?

Some 5*ud@r\:; didn't have a clear idea
about PSSD. To the question “What did
you expect from PSSD’ some the answers
are: ‘That it would find me a job and that it
would actually teach me everything | need-
ed to go look for one” like Ludovica Vando, |
didn't know what to expect because | didn't
get anything at the moment of the applica-
tion..I was attracted by the multicultural as-
pect and by something else | can't explain”
ike Francesca Carella writes.
From this last answer, and many of the
followings, the topic of International flavour
stands out.

Among those that had a perception of
PSSD, one of the most current expectations
is related to the strategic thinking: ‘Under-
standing real approach to strategic design’,
ike Vahid Daem Inanloo thought; ‘I expect-

ed an international-oriented education in
Design with a strategical perspective’, like
Martina Rossi says; ‘International experiences
& strategic approach” like Simone Miraldi.

The topic of Service Design has been
@qu j as well: “Learning how to design
a service” from C Mdrj Minotti. “To be able
to manage service complexity” like Chi-
ara Leonardi thought, ‘Designing services
around prodqcts sa'd Arianna Biamonti.

What did PSSD miss in teaching you?

The most frequent lack mentioned by the
ex-students is the missing connection with
companies and real clients: ‘More tools and
real context projects” writes Juan Mendez;
‘Connection with real world projects’, "More
ncrete hands-on experience (e.g. research
with real users)’, say anonymous respon-

From the past quote, it is evident the imme-
diate link that students make with Product
Design: “To move beyond product-focused
design” has been another answer received
oy J w" Borosan, or “To escape from product
design” which has been collected from an
amomwmus respondent.

If on one hand ex-students expected to
know more from the Service Design world,
on the other hand they expected as wel
earning how to use the right Methodolo-
gy to create it: "To learn and apply service
design approaches’ like Jenni Parker says, or
just Tools" like Juan Mendez affirms.

Speaking about "approach’, ex-students
foresaw a "Multidisciplinary approach’

ike Andrea Maldifassi writes, and ‘a more
avant-garde and experimental studies /
projects” like Ranny Monita suggests: this is
probably due because of the allowed mixed
background of bachelor required to access

Other topic emerged singularly from the
e<porm@m5 are: ‘'more projects in collab-
oration with companies and application in
the re a\ world” and “start-up creation, more
mu :\dwscwp\maf;\/ team’, both from anony-
MOouUs sources.

Q

' would rather have had more focus
on Service and Strategy in real contextual-
ized projects, mapping and designing more
complex rather than creative and theoretical
projects. The portfolio in the end looked

o conceptual, lacking some grounding
in commercial projects, like redesigning a
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Positive and negative points af PSSD

Do peopde in your job know what PSSDis?

supermarket costumer journey, for example.
| didn't like that the semesters were divided
into product, space and service. | wish all
projects were about designing business that
would require thinking of all of them at the
same time” Writes Carla Lemgruber. "Exe-
cution of PSS in real market” writes Vahid
Daem Inanloo. “Priorities in the real world,
be in touch with reality (sometimes they left
‘on a cloud” with projects that are not
eful in the real world", "More strategy and
design thinking for a business goal. PSSD
should lbe more connected with business
reality’. "How to work in a real environment
and not only with peer to peer initiatives’,
"How to manage clients, do user testing of
the solutions, apply Agile methodologies”,
say anonymous sources.

us
us

Another relevant missing point is the one
concerning marketing and business. The
testimonies collected are: ‘Business & Mar-
eting attitude and knowhow' says Salvatore
Difrancesco; ‘Business part of service design
(implementation, monitoring, KPIs)" writes
Judit Boros. ‘Business, economy and market-
ing”. "The business point of view. Most of the
project were like startup while in a consul-
tancy we work with companies with a set of
already existing problems and challenges’,
‘Great in teaching social and community
service projects, it misses business service
cases, which are the most required by real
service design companies’, “Practical applica-
tion in the business world”, “Thinking about a
concrete business model, creating ideas that
actually works in real life and not only the

process to create services’, from an anony-

Do people in your job know what PSSD is?

50.7% of the respondents answered No,
213% answered Maybe, 16% Yes, and 12%
Other.

Among the written answers received, some
emerged: ‘PSSD is a good definition for an

MOuUSs sources.

What's more, the importance of some sub-
jects that are relevant later in the work field
such as UX and Ul: "More design doing. Lots
of great lectures but few project in import-
ant disciplines like UX or UI" Anonymous “UX
and ID (the real world after the service de-
sign)” writes Elisa Berzuini, and “Interaction
Design / web design” adds Chiara Minotti.
"Everything regarding UX, Ul, programming
and the tools/programs needed” remarks
Ludovica Vando.

Other missing teachings are "User research!”
suggested by an anonymous respondent.
‘A complete understanding of the general
path of the course. | didn't find any logic
conseguence of the courses” writes Martina
Rossi. "Proper documentation of a project’
writes Bruno Santos. “Tearm management,
organizational skills” and "Future-casting and
application of theory” written both by anon-
yrmous respondents. An interesting point of
view is: "A strong connection to companies
that are really able to offer a job, not just
connection to those who are "personally”
connected and just want to take advantage
of students by paying them nothing and
pretending them to work overtime. Espe-
cially, design firms should simple review the
profiles, and so candidates would be select-
ed by firms as standard procedure regulated
by Poli, not the other way around” specifies
Tommaso Martucci.

Finally, Simone Miraldi says "PSSD is too
short and it can't go deep enough in several
fields such as business design”.

academic course, students are wrong when
they write PSS Designer because it simply
doesn't exist in the professional world. My
idea of structuring the second year in a
more focused way, would allow students
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to focus more on one aspect of the broad
range coming from PSSD, and so get from
there an official title” suggests Tormmaso
Martucci. Elisa Berzuini agrees and writes

"PSSD is a too complicated name for a uni-
versity course when recruiters read that in
the CV is not clear to them. Keep it simple
and effective”.

What is the perception of PSSD in the job world?

32

The perception of PSSD is confused, not only

for the companies: "Sometimes it is hard to
understand exactly what we can e able t
do” by an anonymous source

Companies are divided between those that
don't have any idea: "Service Design, mean-
iNg service as a one of the touch-point” from
the experience of Ranny Monita. “It's 1 al ot very
known., it's perceived as a new thing’, "It is
very unclear; many professionals in product
interior design and architecture don't know
what PSSD is and are dubious about our
master program. | think university should
try to commun ate more about PSSD’,
Unfortunately, it is not understood by many
people. The global idea is that where are
crazy people doing workshop and solv-
ing problems with post-it. About PSSD in
Politecnico is judged a very good master by
eople knowing service design world” from
anonymMaous sources.

Those that don't know about it and wouldn't
pe interested "Would not work, companies
in My country care about money without
r~%pom bility, so PSS is not good for them”
like Vahid daem man\oo wrote, ‘'Some peo-
ple don't even know it exists, low budget
companies don't see the point of investing
into it. The ones that are really open minded
are very excited about it. Designers without
PSSD studies are joining the trend. but not
all of them understand the process very well
and they confuse people” from an anony-
mous respondent

Those that confuse PSSD with Service
e “The knowledge f@@“—rd‘wa Service
is very limited. Nobody knows what
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it is, so PSSD becomes even more complex’
Carla Lemgruber; "Here in London it is not
known. Service design however is very popu-
ar and in demand” from Jenni Parker; "Most
of the people don't know what is it but they
heard of service design and are attracted by
it. SO, as soon as you explain to them what
you do, they are immediately attracted”
Martina Rossi; ‘Now the role of service de-
signer is getting ‘famous” so | think is seen as
something new and attractive, really useful
in putting the user at the centre” from an
anonNymMous source.

Those that confuse it with UX, Ul or Graphic
Design: “In France, service design is not fully
understood. It is all about UX and Ul" wrote
Arianna Biamonti; "I should know so | don't
ask what it is. but | confuse it with Graphic
/ UX / good presentation / smart thinking /
post its” like Chiara Leonardi says; A nuance
of communication O@S\gm most of the time.
Pssd is morell". "Perfect for whom want to
work in UX field” from anonymous respon-
dents.

Those that are not very sue about what it

is by they are attracted and see a poten-
tiality: "Sounds serious, but they cannot
really understand what is it exactly good

for, related to their business or needs” Judit
Boros; "A former boss defined me as a ‘jack
of all trades’. | could adapt to anything: UX,
product design, business strategy, service'
ike Simone Miraldi writes. "Super but just

in technological field or company with a
strong relationship with albroad countries’, "A
strange place where people are trained to
become extremely flexible. The negative part
is that this flexibility brings a PSSD student
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Conclusions.

The online survey sent has been a great success.
Many ex-students answered the survey some
of them showed personal interest in the topic
and left their contact to be updated or take part
in the project. The majority of them gave very
interesting and truthful answers: it is possible to
realize their involvement by the way they wrote
and the quantity of personal points of view they
explained.

The sample of the respondent is an ex-student,
26 years old, graduated in the academical year
of 2013-2014. who is currently working in Service
Design field, with a full-time contract, and who's
found his job through word of mouth. In his/her
job the most requested soft skills he/she needs
to have are: problem solving, strategical think-
ing and multidisciplinary approach. He/She s
interested in the research field and the three
characteristics that can reflect him/her most are
creativity, experimental mind-set, emotional
intelligence

When he/she applied to PSSD, he/she didnt
have a clear idea of what would have happened:
he/she thought that it might have learnt some-
thing about strategical thinking, service design,
methodology: that he/she would have had the
chance to collaborate with companies and to
get to know many people from different coun-
tries and from different academical backgrounds,
that would have helped him/her in developing
nis/her skills in languages and multidisciplinary
approach.

At the end of the two years he/she was quite
satisfied: he/she got almost everything he/she
thought. He/she learnt as well the user centered
philosophy and how to be leader of a team. What
he/she was missing from his/her expectations
was the contact with companies, and the reali-
zation of something real that could work in the
market, like start-ups. He/she would have liked as
well to receive notions of marketing and busi-
ness (which are very important inside companies),
UX and Ul (which are now very required from the
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industry): he/she would have liked to know a lit-
tle bit more how to structure the process of a
project on his/her own, and how to document it.
Finally, he/she founded difficult to find a job after
graduation: he/she would have liked Politecnico
to help her finding the right companies.

Concerning companies, these last ones do not
really know what PSSD means: cither they con-
fuse it with Service Design or with UX - Ul, either
they really don't have any idea of the topic or if
they do have a little one, they are attracted but
confused. He/she knows she can work for both
UX-UI Design and Service Design as well: he/she
asks him/nerself why PSSD still has this conno-
tation, that just complicates things and doesn't
allow him/her to be more competitive in the job
recruitment moment. In this landscape, where
very few knows really what PSSD is about, it is
difficult to find a place to work, where the com-
pany can offer the students a good support and
training

But expectations and hopes are not low. Indeed,
he/she thinks the demand of PSS designers will
increase in the next future and their role will
concern Strategic Design, or Innovation within
companies: it can also be related with Govern-
ment issues, and for sure it will be connected
with technological trends.

It hes to be remarked that many of the students
who answered the survey didn't make any dif-
ference from PSSD while mentioning Service
Design. Indeed. to the gquestion "How do you
think the role of the PSS Designers will change
in the future?” some of the answers are: "Service
design will be the new consultancy” from Luca
Cavering; “Services will be 1009 online, and we'll
have to understand how the web ()" from Bruno
Santos: to the question "“What is the perception
of PSSD in the job world?" one of the answers
was: ‘Now the role of service designer is getting
‘farmous™ from an anonymous source.

Others, instead, remarks the difference: to the
question "What is the perception of PSSD in the

job world?” some of the answers are: "The knowl-
edge regarding Service Design is very limited.
Nobody knows what it is, so PSSD becomes even
more complex” Carla Lemgruber. "Here in London
it is not known. Service design however is very
popular and in demand” from Jenni Parker.

Also the connection with UX and Ul has been
remarked. On one side some of the ex-students
think that the companies confuse PSSD with UX
and Ul "The figure of service designer is so rare
that it almost doesn't exist and companies think
it means doing UX-UIi" like Ludovica Vando says.
On the other side they think there is a lack in
knowledge of UX - Ul during PSSD: to the ques-
tion "What PSSD missed in teaching you” one of
the answers was ‘UX and ID (the real world after
the service design)’ from Elisa Berzuini.

Tommaso Martucci suggests: ‘Generally, PSSD
is good to get an idea of the whole picture by
touching different design fields, but the second
year should be way more focused, so students
should be able to select more precisely if they
want to follow UX/UI or Service or Research, etc..
So it would be easier to find a job after that. Usu-
ally the projects in student's portfolio are way too
“abstract” To the question "What is the perception
of PSSD in the job world?” he answers: ‘Main point:
when | started to send my CV around, the first
guestion was always “What is PSSD?" And then |
took the freedom to change the title of my MoS
just because was annoying to get that question
during every interview. PSSD is unknown, obvi-
ously. I've been living and working in UK, China.
Cermany and so on.. talking to people from all
around the world, and so PSSD is ‘just” a course,
but Politecnico of Milano -instead- is a big name.
People knows about Harvard or Parsons or Cen-
tral Saint Martins but not albout their courses’
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RAP REPORT ANALYSIS

Introduction.

Thanks to the collaboration with RAP offices, the
coordinator of all the internships of the School
of Design, it has been analyzed the report con-
taining numbers and statistics of the internships
taken in 2015 The research from RAP takes in
consideration the whole Department of the
School of Design: in this thesis, just few data will
be used, that is to say those regarding specifically
the Master of Science in Product Service System
Design.

This document is very helpful to visualize the big

Internships and stages 2015.

The first part of the research concerns generic
information: where did the student had their
internship? How many of them developed the
thesis within the company during the internship?
How many of them received a collaboration offer
after the internship? Which kind of offer? How
many students got payed during their internship?
This kind of generic question are useful to under-

picture of the way students approach their first
job in the field of PSSD. The report analyses many
aspects of the internship, from the point of view
of both students and companies. It is divided in 3
parts. The first part, ‘Internships and stages 2015,
concerns generic guestions about the location of
the company, further collaboration and payment.
The second part contains “Student evaluation
form” (focus on page 24). The third part is about
‘Company tutors forms’ (focus on page 36.37).

stand how PSSD is related with companies in
Italy and albroad, how much students and com-
panies are interested in developing a relation-
ship together, and if companies are willing to pay
PSSD students for their support or Not.

In 2015, PSSD counts 76 students. 43 of them
started theirinternship in Italy, whereas 33 of them

went abroad (page 4). It is interesting to notice,
considering the rest of the Design Courses, how
small is the difference between the two groups:
indeed, first of all students from PSSD are 509%
ltalian and 509% foreigners, and, numbers can
tell, they are usually more likely to make experi-
ences abroad. This characteristic is a requisite to
enter the Master, and during the years spent in
the classes, the students are always suggested to
build tearm where the participants belong to dif-
ferent cultures.

5 out of 76 students of PSSD developed the the-
sis inside the company where they were doing
the internship (page 7).

21 out of 76 students received a collaboration

Students’ evaluation form.

The second part of the research is about the eval-
uation of the internship from the student's point
of view (page 24). 40 students have been ques-
tioned.

34 students agreed that the company they
worked for respected the educational plan
offered, 5 think that they respected enough and
1 think that they respected the plan barely: 30
believe to have reached the goal set, 8 enough,
1 barely and 1 at all. 32 students had a support-
ive tutor within the company. 6 enough and 2
barely. 27 students think that the training offered
in the company was appropriate, 11 believe it was
enough appropriate and 2 believe it was barely
appropriate. 36 students believe that the experi-
ence was useful to enter the job field, 3 believe it
was useful enough and 1 think it was not useful at
all. Overall the internships of these students have
been jugged positive by 34 of them, enough pos-
itive by 5, and negative by 1.

The first guestion concerned the relevant aspects
that lead the students choosing the internship
(oage 24).

The first factor, with 23 votes is ‘interesting offer’,
the second one with 21 votes is ‘interesting com-
pany’, the third one "working environment” with
18 votes, and “further collaborations” with 16 votes.
Within the lowest factors required there is ‘coher-
ence with studies” with 13 votes: this data is actu-

offer (page 8) at the end of the internship. Within
those, 7 were offered a project collaboration con-
tract, 2 an open-ended contract, 1 of them was
contracted as apprenticeship, 3 of the offers con-
cerned another internship, and 9 were related to
other kinds of collaboration (page 9, 10, 11).

4] students of PSSD filled the information about
the retribution (page 12). 5 of them received an
internship check, 11 received expenses reimburse-
ment, 2 received meal allowance, 6 of them
received other kind of payment, and finally 17 of
them didn't receive any kind of payment. 24 stu-
dents out of 41 received an amount of money for
the job done. More than the half of them.
‘Company tutors forms’ (focus on page 36,37).

ally a very interesting information if we consider
that 10 students agreed in saying that the coher-
ence was not at all an important requirement for
them: indeed, for the nature itself of PSSD. that
collects students with different bachelor back-
ground to give them another kind of education
and training, the graduates are able to work as
much in the design agencies as much in corpo-
rate companies. “Thesis development” that got
just 4 votes, and ‘close to your house” that got 4
votes as well.

The second and last question was related to the
skills that they had in advance or they developed
during the internship has been asked (page 25).
Within those students affirm to have had before
starting the internship, the most voted are: team-
work collaboration with 35 votes, deadline and
delivery time with 27 votes, autonomy in research
and informatics software both with 24 votes, orga-
nization of own job with 23 votes. Within those
that have been developed inside the company,
the most common are: market and competitors’
dynamic with 33 votes, project complexity and
client management both with 30 votes, strategic
contribution with 25 votes and technical aspects
with 23 votes, whereas within those characteris-
tics that still are missing, the most voted is eco-
nomic impacts and budgeting with 12 votes.
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Companies tutors’ evaluation form.

The third part of the research analyses the evalua-
tion of the students from the point of view of the
companies (page 36, 57).

Concerning the soft skills (page 36), results are
positive: 30 votes for the excellent mdvatiom and
interest shown by the interns, 28 votes for the pro
fessional potentiality, 27 votes both for the capa-
bility of working in team and for responsibility.
Lacks were shown in client management (3
of "not presem "), and autonomy (2 votes o
present’).

Concerning the hard skills (page 37): foreign lan-
guages 33 votes, knowledge of informatics soft-

votes

‘not

Conclusion.

The report provided by RAP office has been very
useful to understand the feelings of the two
actors (students and companies) when going
through the experience together, the internship.
Their reactions are coherent one another, and the
overall is quite positive

Concerning the students point of view, there is a
good correspondence both between the edu-
cational plan agreed and the pertinence of the
training offer, and between the goals reached
and the usefulness of the whole experience.
From the research, the possibility to develop the
thesis inside a company appears to be not so
much interesting for the students: they are more
attracted by what the company offers and how
the company works. Students are also available
to move or travel as long as they find a good bal-
ance of the previous aspects.

Finally, students are on one hand likely to be very
sure of their capabilities of working in teams
and of being able of respecting a deadline: on
the other hand, during the internship, they ful-
filled missing aspects like competitors’ dynamic
and how to deal with the complexity of a real
project. What they think they are still missing are
the aspects related with economics and how to
manage the budgets.

ware and of communication tools both with 29
votes, photographic techniques and capability
of researching from different sources both with
27 votes, graphic technigues with 24 votes. The
most developed capabilities concern technolog-
ical and material process with 26 votes, technical
aspects, market and competitors and manufac-
turing production technigues all with 23 votes.
Whereas knowledges regarding costs and bud-
geting management are still missing, with 8 votes.
From this research emerges that companies are
generally happy with the performmance of the stu-
dents.

Concerning the companies. interest and mMoti-
vation are very appreciated, and students are
considered to have a good professional poten-
tiality: students appear to be very experienced in
foreign languages as WeH. An interesting data is
the “proposition of innovative solutions” that got
35 positive answers: this information shows that
PSSD students are considered to bring valuable
propositions inside the companies

The skills that are initially missing and then devel-

oped « iu ing the internship. concern technical
(lorocess. materials, industrial techniques) and

economic ’_:sb budgeting) features. Even if cli-
ent management showed some lacks, this infor-
mation is related more to specific situations. since
33 votes, the majority, are instead positive
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ONE YEAR AFTER REPORT

Introduction.

‘One year after report” is a special research case
because it is a completely spontaneous collection
of data made by a group of students from the
academic year 2012-2013: it is named so because
the survey has been sent to the participants one
year after their graduation.

It is not sure the precision of the information, nor
the sources they used (it has been checked that
they promoted the survey in Facebook groups).

The survey.

The survey focused on a specific academic year,
2012-2013.

Between those students that answered, 42,5 of
them are 25 years old, 209% are 26 years old, and
1759 are 27 years old. The majority of people that
answered are from lItaly, with small minorities of
Argentinian, Romanian, Turkish, Croatian, Korean,
Chinese, Spanish and Colombian.

The majority of them is working in Italy: less than
the half of this quantity is working in China, and
even less in Spain. The rest is working in Australia,
Cermany, USA, Brazil, France, Croatia, Singapore

that is why this research is just partially taken in
consideration.

Nevertheless, it is very interesting to notice how
the guestion about the positioning of the PSSD's
raises spontaneously also in other groups of stu-
dents, and how their curiosity brought them to
make a report with any other income than know-
ing the facts.

and Colombia.

42.5% is working in the field of Service Design,
109% of them is working in the UX field.

65% of the people that answered is contracted
with a full time position, whereas the 10% is free-
lancing.

The 67% is working in a design firm.

The 42.5% works with less than 10 people, 5% of
them is working in a start-up.

50% of those who answered believe that the
method taught in PSSD is been useful in their
jobs: some say that it is the core of their method-

ology, and some other instead claims that they
have never received a clear methodology.

Conclusion.

The majority of people that answered were
between 25 and 26 years old at the moment of
the survey, come from ltaly and work mostly in
Italy, or in China. The highest job trends among
these people are Service Design and User Expe-
rience Design. The majority is working in a design
firm, and with less than 10 people.

Concerning PSSD methodology, the feelings are
conflicting: on one side, many students claim
that the methodology was very useful, and on
the other side other side some other students
says it was not useful at all, or even non-existent.
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CASES

Introduction.

In this chapter study cases of collaboration
petween companies and students are analyzed:
these cases are useful to see how other commu-
nities link, communicate and network. This cases
come from a desk research and, in particular,
some of them come from a PSSD thesis called

Politecnico activities.

Politecnico is already working with companies in
order to strengthen the involvement of the stu-
dents with this important actor. Some examples
of previous and current collaborations have been
done with the following companies, corporations
or institutions.

“The Flock” developed in 2011 by a students called
Yanina Guerzovich. Thanks to this reference it has
been possible to check the current status of the
presented cases and choose the most interesting
one according to the topic.

Atellani and Museo della Scienza e della Tecnica

Studio collaboration, 1st semester st year enrolled students, academic year 2014,/2015

During the course ‘Innovation studio” stu-
dents had to follow the brief given by those
clients, which concerned the manufacturing
of a new product that would have been able
to hit the target of the museum. Atellani
and Museo della Scienza e della Tecnica

Diesel

exchanged the production of knowledge of
the students with their availability in revisio-
ining the teams and in providing the space
for the exhibition. At the end of the studio,
one team has been selected by Atellani and
the project has been incubated.

Studio collaboration, 2nd semester, Ist year enrolled students, academic year 2014,/2015

within the "Product-Service-System studio”
the students have been assigned the brief
from Diesel who wanted to hit the Chinese
kids" market following the philosophy of
the brand. Students had to make a con-
text and user research, and to build up a

Il teatro La Ringhiera

concept store for the client: in exchange of
this knowledge production, Diesel selected
5 winning teams to present to the Diesel’s
headquarter in Milan, and reimbursed the
expenses sustained during the course of the
studio.

Class collaboration, 1st semester, 2nd year enrolled students, academic year 2015/2016

The collaboration with La Ringhiera Theatre
has been done in the perspective of partic-
ipating to a contest to make the neighbor-
hood around "La Piana” (suburlban area in

the south west of Milan), win money to en-

Continuum

hance the recovery of the area. La Ringhiera
provided the students classes and support
in the revision, as well as the space to exhibit
the projects.

Curricular workshop, 1st semester, 2nd year enrolled students, academic year 2015/2016

The curricular workshop with Continuum
was organized within Politecnico, but com-
pletely managed by Continuum team. They
provided the topic and the resources, as well
as the possibility for three selected teams, to

exhibit their own projects during an event in
their headquarter.
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Other cases.

Bocconi

The model of ‘in-company training” is very
much used by Bocconi University, that al-
lows its student to participate to a selection
and allows students to spend period of time
inside a company.

Bocconi organizes the protocol by address-
ing the call to a group of 15-20 students,
enrolled to the current Academic Year, and
by dividing the offer into two stages: a first
meeting with the company at the University,

Student Design Association

It is a group of design students at the
undergraduate and graduate level study-
ing Industrial and Visual Communication
Design at the University of Alberta, located
in Edmonton. As students, their main goa
is to gain exposure while promoting and

Design Matters

“The Designmatters educational platform
at ArtCenter College of Design joins collab-
oration with experimentation, experience
with reflection. problem-solving with prob-
lem-discovery, and purpose with action.

Design Skolen Kolding Collaboration

‘Collaboration is important to Design School
Kolding. Collaboration with companies en-
hances the quality of the design programs
and prepares students for the real world.

For companies, the benefits are clear. New,
research-based knowledge, innovative in-
spiration and creative input to solve specific
challenges. Design School Kolding has, for
several years, worked closely with companies

where the company gives a presentation
speech to the students, and secondly a visit
in the offices of the company. plus a work-
shop or a hands-on experience, that can last
up to two days.

Bocconi organizes this events very often:
currently. there are 16 training applications

opened, from January 2017 until March 2017,

9 abroad and 7 within Italian borderlines.

raising awareness of design within the local.
national and international community. It is a
non-profit association which uses Facebook

and twitter as main communication chan-
nels on top of their website.

Through research. advocacy and action,
Designmatters engages, empowers and
leads an ongoing exploration of art and
design as a positive force in society” (Design-
matters.org)

and organizations - private and public - to
develop products, processes and services.
And with great success. The school would
therefore like to open its doors to even more
partners who can help raise awareness of

- and not least experience - how design
processes and user-centered design can
make a difference in companies and organi-
zations”’

! 12 progetti di 58 studenti

prendono vita su LA PIANA

oA By
| Crasiis Ko Pragrmes
ama T o i

MEET MEXT YEAR'S SDA TEAM!I
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_ANALYSIS

OVERALL CONCLUSIONS

Both ex-students and companies are interested
in helping PSSD emerge: they think PSSD has a
great potentiality and they showed interested in
being involved in the research (through the par-
ticipation to the PSSD Advisory Board and the
fulfilment of the Online Survey).

The overall conclusions are clear. students can't
explain what they are able to do, and the major-
ity of companies doesn't know what PSSD
means. Students don't get enough in touch
with companies during the course of the stud-
ies, and contemporarily students can't find eas-
ily an internship during the classes, or a proper
job for their position after graduating. Finally,
students are missing important skills related
with business, economics, UX and Ul design.

Once a company gets in touch with a PSSD stu-
dent during the internship, in particular, the expe-
rience of both is good. The company appreciates
the characteristics, interests and motivation of
the student; companies affirm the students are
able to "bring valuable propositions’ Whereas the
students are attracted by the companies offer,
and affirm to have fulfilled skills like ‘competitors
dynamic and how to deal with the complexity of

48

a real project”.

Paolitecnico has already started to take some mea-
sures. In fact, from the Academic Year 2016-2017
students have the chance to take the optional
class of UX and Ul design. With the PSSD Advi-
sory Board Politecnico has started a closer rela-
tionship with companies in order to promote the
students and to get to know better the Master
Course.

But still. many things can be done.

The objective of the thesis is to solve as many
pain points as possible. In particular, the most
interesting one, that covers the others as well
and seems to be the common variable, is the
contact with companies.

In fact, by getting more in touch students with
companies, both the actors can get advantages:
the firsts in finding a job and understanding bet-
ter their positioning, the things they are able to
do and the thing they like most to do. The lat-
ter, have the chance to understand better what
these peculiar typology of student is able to do,
and to bring innovation inside their business.
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OPPORTUNITY AREAS

Overview.

If we analyze the path of the students during
the years of PSSD, and underline the moments
that emerged to be critical, we can operate to fix
those. In particular, the opportunity areas are:

- The course

- The research of an internship / job

- The internship

The course

The course is a very interesting starting point to
trigger the participation of companies. The col-
laboration with students can be done through
different ways, and some of them are already
experimented: studios and lalbs with real clients
(Atellani collaborated from 2012-2014 with the
Innovation Studio course; Diesel participated
with PSSD studio during the second semester
of the 2014-2015 AY. the theatre "La Ringhi-
era" was involved during the first semester of

As a results, these three opportunity areas seems
very dense of insights and many things can be
implemented in each of them.

the 2015-2016 AY. and many other examples),
workshops with companies and design firms
(like Orange and Continuum during the second
semester of the 2015-2016 AY.), lectures of com-
panies and design firms invited as guests during
a class, extra-curricular workshops organized
abroad (like Saint Etienne in the 2nd semester,
February 2015, for the students of st year).

The research

The research of the internship or job is a critical
moment: students and ex-students don't know
who are the companies that are interested in
PSSD and those that can offer them a good
training. Also, students, when having an inter-
view, found it difficult to explain what they are
able to do and what PSSD taught them.

The research usually starts online through job
recruitment platform such as Career Service
(offered and managed by Politecnico). Linkedin,
Meritocracy and so on.

Alternatively, students get to know offers
through the help of teachers: it can happen
that a professor is looking for someone for his
personal business, or that he is asked by a com-
pany to provide some relevant students. Anyway,
this procedure is quite frequent, and teachers
are used to contact students personally or to
send a request to askdesign@polimi.it . that
then forward the offer to the students. In the
last case, two things can happen: either stu-
dents need to fill an online survey that is the first
step to pass the selection, either they just need
to send an email to apply for the position.
Another way students find internship is by net-
working during events: this is increasing during
the last months, since the service design relat-
ed events are becoming a trend in Milan. Such
events are: Service Design Drinks, UX talks, Meet
The Media Guru, Creative Mornings. The most
common channel to get to know the existence
of these events is Facebook: but usually the

The internship

The internship is a moment where both actors
involved, company and students, appeared

to be quite satisfied. Nevertheless, it can be
improved the quality of the internships pro-
posed, by filtering those that are not very linked
with PSSD proposal, and the critical aspects
emerged, such the knowledge in economics
and marketing fields.

Also, they can be stressed the point where

subscription to participate happens through
Eventlorite, an online platform that allows peo-
ple to create events, buy or sell the tickets. The
events mentioned are free, which facilitates the
participation of students and the creation of a
big network. Students have the chance to get
to know the speakers, ask questions and get in
touch with the entire audience. What's more,
sometimes at the end of the pitch presented by
the speakers, the organizers of the event con-
clude by mentioning a couple of more of inter-
esting job or internship offers: this is a recurrent
activity done during the Service Design Drinks
events.

Finally, students find the internships or jobs
through word of mouth: in fact, if we analyze
the phenomenon of Facebook Croups, (‘Face-
book search,” 2016), which is quite recent since
the first group has been created in the Aca-
demic Year of 2011-2012, it is possible to realize
how much students, after graduating. keep
posting news and information that could be
useful to their colleagues. The most relevant and
frequent are job offers and events suggestions.
This supports the theory that students rather
share internally these info, and don't really rely
on recruitment platforms.

PSSD seem to be valuable such as the capabil-
ity of working in teams, of respecting deadlines
and of bringing innovative solutions inside the
companies.

It is necessary to underline these aspects, com-
municate the value of the students, help com-
panies training them better in the economic
field, and finally making a selection of the right
ones.
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The selected opportinuty area.

Even though many are the kinds of collaborations
that Politecnico is already experimenting with
companies, this opportunity represents the most
promising one, because of Many reasons.

The collaboration between companies and
PSSD doesn't have any structured organization.
Companies are usually involved with PSSD stu-
dents because they belong to the network of a
teacher/professor (it often happens that the Head
of the Master is the contact between them) that
explains to them the capability of the students
and advertise the course, promising that, if they
start a path with PSSD, an innovative change will
happen. This process requires a lot of efforts and
time from the point of view of the professors.
because they need to convince the companies
with immaterial information, just speaking about

How might we...?

The "How might we.?" is a very useful tool that
aims to open up a series of solutions and possi-
bilities. By brainstorming and giving answers to
these questions, it can be possible to collect a big
amount of options that once analyzed, under-
stood, modified and implemented, give birth to
the final idea.

In view of the conducted research, of the pain
points emerged during the current Customer
Journey of the PSSD students, of the opportu-
nities areas that have been selected, this the-
sis wants to find answers to the following "How
might we.?" questions: ‘Cet students in touch
with companies before starting working? Make
students more aware of their capabilities?. Make
students skills more tangible? Make students fit
better in companies?. Make companies aware of
PSSD students? Teach companies what PSSD
means and does?”

what PSSD is able to do.

Nevertheless, this opportunity area represents a
big potentiality both for students and for compa-
nies, also to trigger further collaborations (related
with internships and jobs). In fact, students have
the chance to go through many challenges that
will help them, hopefully, in understanding their
inclination: what they like to do more, which kind
of company they think they fit better, and so on.
Companies instead can test and verify the capa-
bilities of many students within a safe environ-
ment, in an artificial reality where no clients or
project has to be real: they have the chance to
test students’ abilities without risking of wasting
time or money.

The challenges addressed are many: from the
understanding of PSSD, to the awareness of
needing a PSSD approach in the company, to
finally wanting to interact with PSSD students.
The thesis needs to find a way to make all of this
happen, in a fluid and natural way. The goal is to
trigger companies, institutions and corporations
to show them what is PSSD and to make them
wanting to work with PSSD students.

The thesis wants to answer the following ques-
tions for the target selected. What is Service
Design or Design Thinking? Why and how is
PSSD able to do so? How can we interact with
PSSD students and make a change inside our
business?

The companies.

At first instance, the scenario seems to target the
students, but it is actually targeting companies.
In fact, if there is not a company interested in hav-
ing a collaboration with PSSD, then there is no
solution for this to succeed and work. The reality
is that we already have many students that are
willing to work more for companies, so our prob-
lem is that companies do not understand how
a PSSD can be helpful for their company. This is
why we need to focus all our efforts into involving
them. they are our main target.

The truth is that we cannot label and enclose the
target just into ‘companies’ because also enti-
ties, institutions, and organizations and are part
of the target that can collaborate with PSSD so
a more accurate way of referring to them would
be actors. These actors can be divided into three

Design concept.

In the panorama that we are facing right now,
where the companies is attracted by Service
Design but it doesn't’ know how it works, where
the companies feels the need of innovate itself
but it doesn't know how, where the companies
believes in PSSD students potentiality but it
doesn't know what they are able to do, we need
to facilitate them in learning, understanding and
doing.

The companies is usually involved with PSSD stu-
dents because it belongs to the network of the
professors. But these last ones, dont have any
material support that can collect all the reason
why the companies should start a collaboration
with PSSD students, and that shows the previ-
ous goals other companies achieved with PSSD.
Starting a partnership is a hard job. And convinc-
ing the companies about PSSD capabilities is
even harder, because they are mostly intangible.
The thesis wants to give the professors involved in

main groups or clusters: First, Companies (such
as: H-Farm, big companies with more than 500
employees: that can be design agencies, multi-
nationals, insurances, banks, etc). Second, Corpo-
rations (such as Mare Culturale Urbano, and other
smaller realities that work in a smaller scale), and
Third, Institutions (such as Comune di Milano, big
institutions that are connected with the public
services).

These are the three main clusters of actors that
will be referred as ‘companies” throughout the
rest of the script.

this engaging process, a tool that is always grow-
ing and evolving, and that helps them promoting
the course and their students.

The companies needs to read, feel and take the
value of PSSD. Read about what Service Design
is and about other related topics, feel what it cur-
rently happens in PSSD and how students man-
age to design with a systematic approach, and
take a part of the knowledge of PSSD with them,
in order to start an innovative process within their
business.
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Backcasting model
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Back-casting model.

The back-casting model is an exercise that helps
to have a vision of the direction of the project
By assuming the highest achievement that the
project wants to point, it is necessary to do some
steps lbefore that allows that goal to become true.

The highest achievement the thesis wishes
to happen is that collaborations between

Paolitecnico and the companies are usable, easy
and fast. The system of sending and receiving

applications from the companies and the stu-
dents is automatic and it generates immediately
best fit of their needs.

It is necessary to give ¢ information (best prac-
tices, study cases) and a set of formats of possible
collaboration between companies and Qtjdf‘ms
Everything is ava \ab w\ ne for the companies,
to speed up the process. A format for each activ-
ity proposed is & vf\\db el

To be able to build this scenario, TOUCH-PSSD
is launched: the editorial project wants to teach
notions of Service Design and related topics for
companies, and advertise PSSD and its w&tgm—
atic approach to d@s gn. Some best practices of
current collaboration between companies and
students within Politecnico, are shown in order to
promote and engage the companies. We ne
to teach companies whatis PSSD and br ng them
inside Politecnico to work with the students side
by side, to experience their talent in a protected
environment.

e
U

The editorial project needs an organized team,
that works mdcpehd&r tly but meets the Head of
the Master constantly to share the direction and
the goal, and to be aligned.

Civing for granted that the editorial team is set
and organized, the thesis is focusing on the edi-

torial project, on the organization of the contents
and on the organizations of the a::;t\wt'\es divided

S
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Differences from “This is PSSD” and “Career Service”.

This is PSSD

This is PSSD!" is an informative website the
wants to explain and show the practices
PSSD. It is addressed L\) students that don't have
5 clear idea of what is the offer of the Masteh It
collects the manifesto of the Master (that aims
to transmit the its values and the its approach).
the syllabus (to explain the stude mLe in a visu-

al way hf’;v\f %Q C are ad mﬂm;t*zﬁa[@d and

cts of the
ive g ﬂavo* of the a; proach). job

a list of job titles that reflect the
ioning of the PSSD graduates, and pictures
of the Alumni th: e working in important
firms). and finally other opportunities each
student can achieve once entered the Master

3 F Ot M O (W it h ruw& o) H pr
xtudﬂwb to

Career Service

=

N

Career Service is the website run by Politecni-
co that collects all the internship opportunities
ent from the companies that are interested in
ha\/ww the students from Politecnico as interns:
this welbsite is \upp sed to give all Politecnico
Departments the same treatment and oppor-
tunities, so PSSD, that belongs to the Diparti-
mento di Design, is treated exactly as the other

courses

N@\/er‘}"@\@%s, PSSD is a special wur@ the first
ademic Year has beeﬂ 2008-2009, and the
pro fe sional figure that it produces W has not

a very clear functionality between the compa-
nies. Indeed, the page related to the job and

internship propositions is a collection of offers of

other courses (such as Product Design, Graphic
Design, Interior Design), and very few are really
related with PSSD. This is why to the gquestion

1/

(such as International Exchange and Double
Degree Programs).

ecently. fromn March the 1st. "This is PSSD!"
sts also a section addressed to the co

in the

of the Advisory Board, and it is explained the
reason why to Board was born, its goal and its
further intentions

A first input of the collaboration with companies

is shown in This is PSSDI": nevertheless, there
is no interaction and no possibility of making
contact with the Board organizers

How did you find your actual jolb?" just 9.3%
of the participants affirms to have founded it
through "Career Service”; the interesting data
is that the majority founded the \r actual job
through "word of mouth”, 34% of answers, and
through “social networks’, 18.79% o” ex-students.

Career Service provides the students internship
or job position: what the concept of the thesis
\“thS to achieve is improving the collaboration
within the classes, within the Master course.

Toumcecs CareerService

. 18
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STUDENTI E LAUREATI POLIMI

CANDIDAT] ALLE POSIZION] APEATE IN: 1 'T RISOLYI GAS)

b e PROELEMI
INFORMATICI
; CON LE
WAI AL CALENOARIO INCOKTRI ' . ..IIEH D‘E

10 APRILE

f 1 i ¥ i, T BT Un AT MDA
ses A3 WOOVI ANNUNCI PER L'TALIA ‘@ PER L'ESTERO A AR

AIRBUS @&l

Homepage_ careerservice.polimi.it

PSS5D mmitasen

THIS IS PSSD!

Master Degree in PSSD (Product-Service System Design) T

Pinlil i ruc o o il

Img #1: Homepage_ CareerService; Img #2: Homepage_ ThisIsPSSD;




58

" PROJECT

TOUCH-PSSD

Touch-PSSD is an editorial and collaboration-sup-
portive system that enables companies, insti-
tutions and corporations to understand what is
Service Design, how PSSD is gble to Design with
a systematic approach, and how to collaborate
with students. Through a series of articles linked
by other sources, and a series of hormemade con-
tents about what happens in PSSD, the compa-
nies selected has the chance to gather informa-
tion about the trends and the activities that take
place in PSSD. They also can select the way to
collaborate with students, through a set of activ-
ities suggested, by choosing the one that better
fit with them or by assembling a customized
one. Touch-PSSD follows them from the very first
understanding of the topic, to the collaboration
with students.

Touch-PSSD is run by volunteer students of the
master together with the help pf a scientific
coordinator and a customer engaging manager.
they all are in charge of searching for information.,
transforming the activities of PSSD into engaging
articles and contents, scouting interesting clients
to work with, and update the activities suggested
to collaborate with them.
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Offering map.

Touch-PSSD is addressed mainly to co
institutions and corporations. It answers to three
guestions: what is service design, why PSSD is
—f*\e to do design with a systermatic approach

nd how | can do PSS-Design within my busi-
ness.

mpanies,

Company map

By sharing articles and contents from other
sources (like blogs, oke' com pames welb-
sites, researchers’ studies ecc..), it gives to the
companies a broadcast of MOW\ edge about
service design and other related topics.

By publishing homemade articles about the
oractices of P %%D and about what PSSD
students do within university, it shows the

Student map

By sharing contents related to Service De-

sign, it makes the students always updated

about new trends.

By publishing contents related to PSSD
course and activities, it gives the students

visibility and acknowledgements.

By collecting information about the main

Teachers map

By providing a list of current available activi-
ties proposed by the companies, it facilitates
teachers in findin g collaborations and topics
for their classes.

By the availability of formats set and the
possibility of building a customized one, it
helps teachers to send a proposal directly to

60

Nevertheless, Touch-PSSD represents a tool for
the teachers to get in touch with the main com-
panies, as well as an opportunity for the students
to emerge and show their value and their poten-
tial.

evidencing of what happens in PSSD and
students are capable of.

By suggesting to the companies a series of
pre-set activities that involve students and
PSSD methodology, it facilitates the contac
and collaboration with the companies and

PSSD student.

A
W

companies, it provides the students a com-
plete overview of the companies, institutions
and corporations that are interested in PSSD
Master Course and it gives the students
opportunities to choose who to collaborate
with (and to exchange).

a company, corporation
are in @Oﬂt&”“ \w't%'
By sharing a

or institution they

list of the previous collabora-
tions and best practices. it allows teachers to
check what has already happened. and plan
the activities to suggest the best

X
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STUDENTS TEACHERS

COMPANIES

of companies related with
PSSD and interested in
involving the students

ENABLES

FACILITATES
teachers in finding
collaborations and topics

by facilitating the contact
with pssd students and

companies & institutions

for their classes

PROMOTES

broadcast of knowledge
about service design and

teachers to make a good

proposal by sharing activities that
have already happened

other related topics

UPDATES AND
ACKNOWLEDGES

students with articles that promote
them and their job,and that contains

students decide which is the

best way they want to spend

they credits with

contents

info about new trends and new

DISPLAYS

PROPOSES

formats already set, or to be done

the evidencing of what

happens in pssd and what
students are capable of

individually, in order to send a
proposal to a company they are

Offering map

in contact with
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Stakeholder map.

The key activities to manage for the value prop-
osition to work, and for the companies to be
hit, are: editorial, movie and graphic contents
scouting. writing and sharing: organization
the collaboration formats; advertisement of the
service through the channels; involvement and
customer relation care of the companiess; com-
munication of news. In the pa g aph related to
the “Editorial Team activities’. more information
about them is provided.

O
=h

stakeholders involved in the service are many
and with different degree of engagement and
re<poms ibilities. They have been divided into cat-
egories depending the reasons of their involve-
rv\em;

- Bureaucracy and organization support:
these are the stakeholders that manage the
service, takes care of the activity planning,
and provide the documentations needed for
the service to work legally.

- Financial support: these stakeholders
help to sustain the service, through partner-
ships agreement or the payment of a smal
percentage fee included in the taxes.

- Service recipients: the stakeholders that
participate actively to the service, and that
benefit from it.

The position around the service shows the grade
of involvement of the stakeholders: the more
they are closer, the more they are engaged with
the service. We can further divide them into two
main groups, depending their relevance for the
service to work: they will be primary stakeholders
and secondary stakeholders.

Within the primary stakeholders, the “editoria
team’ is the organ that administrate and man-
age the service. It composed by volunteering
students, a scientific coordinator and a full-time
contracted customer engagement manager. \T
takes care of feeding the editorial with content
update and improve the activities proposed t
the companies, as well as scouting further mtew

esting partners and companies interested in col-
lalborating with PSSD students. The ‘companies’
belongs to this group as well: it is composed by
all the actors that can be involved with PSSD
students, such as companies, corporations and
institutions. “Teachers™ are primary stakeholders
as well, due to the fact that they are the main
seekers of collaborations with the companies
and with students.

Within the e sec ondary stakeholders, the "Head of
the Master” is another important door to access
pa*fr\@rsmp ts recognition makes it be always
contacted by the companies to collaborate with
PSSD. "PSSD Advisory Board” represents a group
of elected actors that are currently participating
with PSSD in a research p”grdm to improve the
quality of the master: finally, "Career Service” is
the provider of internships for all the students of

Politecnico, and it administrate the bureaucracy
of this collaboration.
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System map.

The systerm map shows the flow of information,
material and money within a system. It is very
useful to understand how the stakeholders com-
mMunicate and what their interaction regards.
The systerm map is divided in two areas, one with
the primary stakeholders, and the other one with
the secondary stakeholders. The system map
changes its shape depending the actor consid-
ered: in this case the companies is in the center,
because the map focuses on it.

- Financial flow: the companies pays an
amount to Politecnico (depending its collalb-
oration request). Within this amount there is
a small percentage fee that Politecnico then
gives to the service for its sustainability. The
service is as well sustained by a series of part-
ners fromm PSSD Advisory Board, whom in
change of visibility and a preferential treat-
ment, are willing to pay an amount to help
touch-PSSD exist.

- Material flow: it regards mainly the edito-
rial team with the primary stakeholders. The
editorial team creates each month a news-
letter that will be sent to the companies, the
students, the teachers and the Head of the
Master. They also organize, plan and arrange
the activities proposed to the companies.
and they take care of the applications to the
activity fromm both students and teachers.
They collect documentation needed from
olitecnico and they send it to companies.
They provide finally, the Head of the Master
with a monthly report that collects the main
points of the month.

- Information flow: it regards the pri-
mary stakeholders. The companies sends the
requests of collaborating with PSSD students
to the teachers, to the Head of the Master and
to the service. Students, teachers and the com-
panies collect information about the activities
fromn the service. The editorial team sends the
collected requested in internship collabora-
tions to the Career Service.
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Customer journey map.

The customer journey map is an oriente

graph that describes the journey of the ursers
by representing the different touchpoints that
characterize their interaction with the service.

Thanks to this tool it is possible to visualize the

path of each user of this service. Users are labled

as the companies, the teachers and students.
Before the service begins,

- Promotion and first approach towards
all the user starts with a mix of digital
and physical touch points such as email
invitation, events, personal invitations, and
word of mouth Companies and students
also get in contact with social networks.

- During the service, the platform is the
proader touch point but within, also users
interact with editorial contents, activity
overview template and application forms.

- Post service involves digital interactions
like - video sharing and newsletter.

Digital touch points dominate the interactions
with users within the service.
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Channels.

Many are the channels pointed out to advertise
Touch-PSSD.

First of all, PSSD Advisory Board network of
companies that knew already about PSSD.

Then, the mailing list of the ex-alumni that is
available through Carolina Cruz, and the mailing
list of companies that hosted PSSD students

in their business for the curricular internship,
which is available through RAP offices. To com-
municate through a mail to all those people, it
is necessary to build up a strategic invitation to
open the website.

Other channels to spread Touch-PSSD are Face-

Revenue stream.

In order to economically sustain Touch-PSSD,
some revenue streams have been founded:

- a percentage fee to add in the cost

of each activity that is started through
the platform: this strategy takes advan-
tage of the fact that Politecnico currently
charges the companies when it needs to
use Politecnico’s resources (e.g. structure,
materials, labs); for each contact estab-
lished through Touch-PSSD platform, the
companies will pay a fee of 10% for the
maintenance of the service. For example:
if a collalboration costs 1000€, 100€ would
be given to the service. This is albsolutely
not enough to support the service, for sure
not in the first months of its launch.

- sponsorship with members of the PSSD
Advisory Board: Touch-PSSD is a service
that fosters the collaboration between stu-
dents and companies. Being part of this
network is a great opportunity of adver-
tisement. The project believes in the sup-
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book and Linkedin groups of students, young
professions, and PSSD itself In this case, the
campaign can be simply a link to the platform,
followed by a short text to explain the way it
WOorks.

Last but not least, the most important cam-
paign is run by the Head of the Master and by
the whole group of teachers. Each time they
nave the chance to meet someone'’s that fit

the companies and has its needs, they need to
mention Touch-PSSD and link them to the plat-
form. The way they can do itis by an invitation
through the Touch-PSSD platform, that will be
explained later.

port of companies through partnerships
agreement that include the positioning of
the logo in strategic point of the website
(e.g. the footer) as well as the mentioning
of the sponsors in specific moments (e.g.
end of the video contents). This way of
monetizing the service is very important
especially in the first months of its design
process, in order to build the platform and
create the first editorial contents (self-ad-
vertisement about PSSD internal activities).

- an amount for the creation of a cus-
tomized editorial and video content: the
value of the visual and contents creation

is very high. Writing and sharing articles
about a topic, concretizes the experience
and shows its value. This is why the service
provides the creation of the contents to
that part of the companies that is willing
to pay for it. The editorial tearm will work on
the writing of the article, the assembling
and editing of video and pictures and the
broadcast of the experiences with the pay-

ing companies through Touch-PSSD and
social media channels (e.g. Linkedin and
Facebook pages of PSSD). The parameters
of the prices for this service are: channels
of communication, quality and quantity

The editorial team.

In order to make everything work properly.
some key resources have to be considered:
human resources (that will take care of keeping
the relation with the companiess, advertising
the service, feeding the contents and organizing
the activities, building the user friendly on-
line-magazine). technological resources (mainly
to build the platform).

The editorial project is organized by a team of
volunteering students and a number of teach-
ers that are assigned or volunteered to follow
and mentor them.

Students from PSSD are often working for other
projects while going to the university, and they
are very active on events and networking activ-
ities. Giving for granted that a certain number
of students would like to be part of the editorial
team, the team of teachers will need to select a
staff that is heterogeneous. The opened appli-
cations will be: content designers, graphic and
movie designers, customer engaging designers.

The announcement to be part of Touch-PSSD
will be sent by askdesign@polimi.it in the same
way internship proposals and other activities are
currently shared: it will be advertise as well with-
in the news of the website belonging to School
of Design, www.scuoladeldesign.it.

Students interested in being part of the team
will be able to send the application through a
Google format, by submitting CV and a portfo-
lio of 2 projects related to the position they are
applying for.

The referent teacher will be in charge of inter-
viewing the students and selecting the most
promising ones. Within those that haven't been

of the video, property of the editorial and
visual contents. This way of monetizing is
essential to keep the quality of the service,
pay the resources and feed the contents.

selected, the teacher will be able to establish

a contact for further external collaboration (in
case the editorial team need a help). The reject-
ed students will always be able to send sponta-
neous articles to the editorial team, or applying
to further positions in the future.
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Editorial team roles and activities.

The key activities to manage for the value prop-
osition to work, and for the companies to be

hit, are: editorial, motion and graphic contents
scouting. writing and sharing; organization of
the collaboration formats; advertisement of the
service through the channels; involvement and
customer relation care of the companiess; com-

munication of news.

The scientific coordinator is a teacher from
Politecn ir >

communica
the bureaucracy issues and requests. He is payed
by the research check and he is full time con-
tracted.

Minimum people in charge of this position: 1

The opportunity hunter is in charge of scout-
ing and communicating with the companies.
Thanks to the network of companies provided
by PSSD Advisory Board, and its own personal
entourage of connections, he is able to do adver-
tise PSSD and involve new companies, institu-
tions and corporations in working with the stu-
dents. He is as well business oriented, that's why
he needs to scout partners that are willing to pro-
mote economically Touch-PSSD. He is a full-time
contracted employer.

Minimmum people in charge of this position: 2

The activity caregivers are those that need to
scout events and promote constantly Touch-
PSSD within the new realities that fit the selected
companies. They also need to answer and main-
tain the relationship with the companies that
sends collaboration forms through the website.
They need to manage the proposals of the com-
panies and suggest the most suitable format in

p. They have to be all internal to

case it needs hel
the Touch-PSSD service.
Minimmum people in charge of this position: 2

The content designers will have many responsi-
bilities: they will be scouting, selecting and shar-
ing articles and information that belong to other

sources; they will participate to events, interview
guests, companies and other interesting people
and they will write and share the relative articles;
they will also select the contents sent by other
students that participate as external collaborators.
Minimum people in charge of this position: 2

The graphic and motion designers have a prac-
tical role: they take care of the branded material
(pictures, layout of forms), and of taking pictures
and filming, assembling and editing videos for
specific occasions (an event, an interview, etc).
They don't need to be internal to the team, they
can be also other students from PSSD that col-
laborates externally.
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The platform.

Touch-PSSD is a service that covers two main
activities: the editorial contents and the collab-
oration proposals.

Lately the trend of Service Design is increasing in
ltaly, and the demand is raising. But many com-
p'ﬂh'm d mt know what this means, and most of
¢ t know how PSSD can manage Ser-
goals with its systematic approaches.

organizes each year some exhibitions, and
participates with some projects of the students
to other events organized outside Politecnico
usually students spread the voice through Face-
ook, but few are the people that know about
them. and they could actually increase the par-

The editorial offer.

he editorial is fed by the content designers,
together with the help of the scientific coordina-
tor who is in charge of managing the overall of
vice. The ¢ ent designers have to scout
interesting things happening inside and outswoe
PSSD, research about them and write the related
artic \e&
Some examples of the topics treated are:
- Events in Milan related with Service,
Strategic, UX design

"N w

- Exhibitions of internal projects
- Exhibitions of other design schools in
Milan

Service Design projects launched in
Milan

- Activities organized by PSS students
- Service Design Tours ventures
- News about startups in Europe with a
focus in Milan area
- Interviews to emergent and famous peo-
ple in Milan

ticipation (eg: when the exhibition/event regards
a me\ghbuwb\,,ob.

Touch-PSSD wants advertise this kind of activi-
ties by creating visibility around them. Hmﬂ It is
needed to write ﬂd sharﬂ PSSD knowledge.

The editorial offer answer to the question "What
is Service Design?” amd ‘How can PSSD design
with a systematic approach?” The goal of the edi-
torial offer is to educate companies and bring
awareness around PSSD. The editorial contents
will be accessible to everyone: exactly like an edi-
tﬂma\ or a b\'g they can be read and shared in

. CoIIaborations between the companies
and PSSD, within and outside Politecnico.

Where it is needed (payed and required by the
ompanies), the articles will contain video and
graphic documentation and explanation of the
contents, taken care by the graphic and movie
designers. The editorial team can also receive
articles written by other students fromm PSSD,
which they have to select and publish if prom-
\smg in each article will be written the name of
the author.

t from homemade contents, the editorial
tearvw is as well in charged to scout contents
from the web and add them in the website:
viral articles, videos and infographics about Ser-
vice Design and related topics, are Mked in t
platform to build a sort of record of PSSD. These
ontents will be found under the voice “trending
NOW'.

I AM A STUDENT

I AM A STUDENT

1 AM A STUDENT

I AM A COMPANY

TOUCH

PSSD

I AM A COMPANY

NEWS CLASSES INTERVIEWS EVENTS TRENDINGS NOW

APPARTAMENTO LAGO SERVICE DESIGN: WHAT
AND PSSD: NEVER STOP IS IT AND WHY IS IT SO
LIVING KINDNESS IMPORTANT FOR THE

I AM A COMPANY

Exhibition, January, 23rd 2017

m
’ ',_,'-ﬂ' *. APPARTAMENTO LAGO

AND PSSD:

k ‘ u I NEVER STOP LIVING

KINDNESS

Screen #1: Landing page; Screen #2: List of contents; Screen #3: Editorial content detail;
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Map of the activities that can be done from the actors

Collaboration proposal offer.

From the conducted research it has emerged
that students don't get enough in contact with
companies during university studies. To provide
for this lack, the other offer of the platform con-
cerns a series of collaboration proposals that the
companies and the students can do together, in
order to get to know each other better. If the edi-
torial contents were available for all the people
surfing the platform, this offer is re ued just to
the three b@ﬂc es of the service: companies,
students and teachers.
To access this offer it is ne ry to log in the sys-
tem: each of the ber\eﬁu r; g Up has a personal
area where it can see the activities proposed. The
interaction between the beneficiaries and the
activities are different (see the map).

- Companies: this is the b@mﬂﬁ:‘\ary to
whom the service is more addressed to. It

can see the set of activities proposed, make
its own activity offer or seeing others com-
panies experiences with PSSD. The registra-
tion process for the :<;7m"wpam”< is the same
as the one from Career Service: it can log in
with the same credentials. Once it accesses,
it has the possibility of surfing t}'w\uq%ww the
offered act\v\t\es, investigating their details
and selecting the one they prefer. After filling
the forms, it can send the application and
wait for an answer from the editorial team. If
the activities suggested don't fit its expecta-
tions, in the section “build your own’ it is able
to create a customized one by assembling
the proposed exercises: it can as well suggest
a new exercise for the stud >nts. Once they
finish, it sends the proposal to the editoria
team with the same form and wait for the
answer.

Teachers: they have a hybrid behavior. On
one side they can pick an activity or build a
set of exercises and send the proposal to the
ompanies: on the other side, they can apply
t'\ one of the activities aum(ih@d by the com-
panies. In the former cas th@y are creating
a contact with the companies by sending

an invitation form; in the latter case they are
applying to an offer propc xed / the com-
panies. They can as well check the previous
activities done.

- Students: they are ab > to see the pre-
vious activities amd to send application to
participate to the ones s,gg ested. They are
able to read the progmm o f ch activity the
companies is offering it the teachers that will
take part to it, and if it contains or not CFU

credits. If they want to apply, they need to
fill an online format and upload so docuf
ments.
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ACTIVITIES ACTIVITIES

FORMATS SET BUILD YOUR OWN SEE OTHERS'EXPERIENCES

SET FORMATS BUILD YOUR OWN SEE OTHERS'EXPERIENCES
1/3 WEEKS

1/3 WEEKS

The activities. 5t © & Z

PRESENTATION OF IN-COMPANY PROFESSIONAL
PROFESSIONAL PROJECT FIELD RESEARCH WORKSHOP

; & 2

The set of the activities suggested has been in- /3 MoNTHS ©
vestigated during PSSD Advisory Board. One of ) I omsier orser
the exercise of the board has been to delineate
the kind of collaboration they wish to establish &) @

with Politecnico students: from more than 30 AR et
answers, these are the combination selected.
In the layout of the platform, the activities are MORE THAN 5 MONTHS @ @
divided by duration

1/3 MONTHS

IN-COMPANY PROJECT BASED
TRAINING PROGRAM COLLABORATION

- From 1 to 3 weeks: here the short term k¢ O
involvement activities suggested are "Pre- =g e
sentation of professional projects’, “Field
research’. "In company workshop’, “Profes-
sional workshop”.

- From 1to 3 months: the activities that fit § @
this quantity of time are “In company train-
ing program” and "Project based collabo
tion”.

- More than 3 months: these are the long WHAT IT IS X
term activities suggested "Design studio
course” “Internship”. “Thesis development’, it your commpany T format s mancled by Careor Sanica, - 11 U1 thernowiedoe and

‘Incubation program’”.

MORE THAN 3 MONTHS

INCUBATION

THESIS
INTERNSHIP DEVELOPMENT PROGRAM

WHAT YOU NEED TO PROVIDE
he activities visualized can be expanded to You nese o be avalabl forthe students a a mentar,norder o show ther ow you want the
L - o P _ — = T job to be done. You also need to fill up some questionnaires and feedbacks at the end of the
’6dd d@fa\‘b or ez;ch one: \/\‘,/hdt |S J[h at 5@@(74\}&\(/ ir;‘tgrnsh\tp Yo;fv;ekindlyrequestmprovide,fortheselectedstudents.anameuntofmoneyfor
activity, what the applicant should provide for
the activity to work, the benefits it earns, and
who has already experienced that activity. From SEUEAVE

this overview. the ap © licant can understand This activity fits the necessity of a company when it needs to evolve and enlarge: a PSSD student

in your team will make the difference, and it will generate great opportunities of innovation. If
tivity you want to bring a student within your business and check with your eyes its potentiality, this is
VILy,
9

what it is expected to happen in each act Yo bt vy for s
and which one fits better its needs

It has to be remarked that the activity named
‘internship” is linked with Career Service pro-
vider: the form that the applicant will fill, and
the documentations needed, pass through
ouch-PSSD service, but just as a channel to WHO ALREADY EXPERIENCED IT
connect with Career Service. The request goes
directly to Career Service that manage the bu-
reaucratic aspects. . ' epoca
For each duration, one activity has been ex- '
plained more deeply

(@]

Screen #1: Overview of the activities; Screen #2: Detail of one activity;
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H-FARM INVOLVEMENT

Who is H-Farm.

H-Farm is an Italian company that aims to shape
talents, to help young entrepreneurs in launching
their businesses and to support the digital trans-
formation of established firms.

H-Farm is divided into three main departments,
that take care of different companies: H-Farm.,
H-Farm Education, and H-Farm Industry.

Why H-Farm.

Many are the reasons why H-Farm is being used
as a case to show the use of Touch-PSSD.

First of all, it is a place that drives innovation and
digital transformation within an enormous variety
of realities: schools, startups and firms. Basically
everything: from the education of young talents.
to the first step in the business world, to the advo-
cacy for structured companies.

H-Farm is the approach of Design Thinking for
two cases: outside the company (it organizes
meetings for big firms in many formats, such as
Bootcamps, Hackathons, Garages), and inside
the company to develop internal projects. It has

‘H-Farm”™ is the incubator. it looks for inter-
ested investors and it scouts emerging startups;
“H-Farm Education” takes care of the campus, of
the school programs and university programs;
‘H-Farm Industry” is the one involved with firms
and companies, and it enables consultancy and
innovation within them.

developed as well a corporate toolkit, "‘Design
Thin-Kit"” that shows all the steps of their meth-
odology.

Nevertheless, H-Farm is already involved in PSSD
Advisory Board: Enrico Girotti, Head of Design and
Elena Crudo, Content Design Coordinator, took
part in the first meeting of the Advisory Board.
Last but not least, H-Farm has already been in
contact with students from Product Service Sys-
tem Design, such as Serena Leonardi and Chi-
ara Leonardi, that had their startup selected and
incubated in H-Farm, and now collaborate with
H-Farm as freelancers.

Previous collaborations between H-Farm and Politecnico.

H-Farm is always looking for talented students to
collaborate with: their involverment usually con-
cerns the possibility of funding their startup, their
support during Bootcamps and other activities,
the proposal of an internships or a job position.
H-Farm already has contracted two students from
Politecnico: Giulia Carlon, industrial designer, and
Claudia Zampella, PSSD Designer.

In June 2016, H-Farm sent a request to the stu-
dents of PSSD, through askdesign@polimi.it . The
email contained an invitation to take part to a
Hackathon organized in collaboration with Lilly. a
presentation of the Hackathon and the agenda,
and this following message:

‘It is a Hackathon on the pharmaceutical sector
through the company Lilly that will take place in
H-Farm on 21 and 22 June. http//www.h-farm.
com/en/lilly-digital-accademia/. Enclosed a small
description with the program (sorry it's in Italian
but the activity will be all in English)".

The participants of the Hackathon were 130,
counting people working in the firm belonging
to different departments (marketing, communi-
cation, management, chemistry, sales), people
external to the firm but related with the brand
(like pharmacist and doctors) patients and
designers.

Nevertheless, the structure of the Hackathon
didn't involve the PSSD participants in a struc-
tured way. Few have been the applications sent
(just two PSSD students participated, Federica
Ranieri and Martina Rando), and the contribution
of PSSD students was related just to the genera-
tion of ideas according to a given brief.

PSSD students have been assigned one to dif-
ferent groups: the heterogeneous combination of
the participants in the groups has been the key
of the success. Students had to deal with people
from different backgrounds, different skills, differ-
ent ages.

During the Hackathon, they had been using
Design Thinking methodologies, which enabled
PSSD students in being a step forward compared
to their group mates from IED or NABA, and con-
seguently their help has been fundamental for

the development of the process.

H-Farm knows that these students can do more,
and that they can help in other steps of the solu-
tion. This is why H-Ferm would like to use the
Touch-PSSD platform:; to check what PSSD stu-
dents are able to do right now, to have a pan-
oramic of the activities that they can do with
them. to model its own activity proposal and to
get in touch with Politecnico in a fast a structured
way.
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Format filled by H-Farm

ACTIVITIES

SET FORMATS BUILD YOUR OWN SEE OTHERS 'EXPERIENCES

X

4 @ F

IN CLASS LECTURES INTERVIEW TARGET OBSERVATION PROTOTYPING

PLAN OF THE ACTIVITIES

Students research . Students participate
indipendently the Sthiteidts gl e el to a prototyping

target to interview e iclaryeg session during an
and collect insights H-Ack

Introduction to
H-Farm company
and debrief

AMOUNT OF HOURS

60

WHERE

Via Solferino, 41, Milano

WHAT YOU PROVIDE

TRANSPORTATION ~ + LUNCH X DINNER  + ACCOMODATION ~ +
AWARDS X GADGETS  + STAFF X SOFTWARE ACCESS  +

REIMBURSEMENT OF EXPENSES + OTHER +

WHAT YOU NEED

ORGANIZATION SUPPORT + PHOTOLAB + STAGING LAB + MODEL LAB

CLASSROOM X OTHER  +

4L

Students will be in charge of interviewing and taking from the cus s of an importand ins italian
brand; after this involvement, they will also participate to an h-ack together with other creative minds selected.

NOTES

During the days of the program, the students will be asked to collect pictures, videos, material as information to
show to their classmates once they are back in the class. After the program you might be asked to make an
interview to explain how the program has gone, what you planned to achieve, why you choose this program
and how students reacted to the challenge.

Thank you very much for your participation.

SEND REQUEST

The “H-ack solution”.

In the second half of March 2017 H-Farm
expressed the intention of engaging PSSD stu-
dents in a new H-ack organized for Assicurazioni
Generali. H-Farm, together with its client, wants
to involve students in the research phase and in
the generative phase.

Students will work on their own for the research
part, and will spend one day of h-ack with the
rest of the participants. Likewise, students are very
busy in this moment of the year, since they are
finishing the second semester studios (both the
first and second year enrolled students) and they
are approaching the curricular workshop: this
means that H-Farm can't demand Politecnico to
treat this activity as a compulsory one, because
students have their CFU already

is set, the earlier students can apply and start
he research part on their own and be able to

participate to the h-ack as well. In order to build
the collaboration in a structured, quick and read-

—

able way, Touch-PSSD would be very helpful: it
would also be a more effective broadcasting too
to spread the knowledge of this event within stu-
dents
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Storyboard

H-Farm gets to know Touch-PSSD through an
email sent by k e PSSD Advisory Board (of whom
it is part of) organizers to all the participants to
ch ”/K the new service available that facilitates
them in choosing and organizing the better way
to co \ab'\ratﬂ with PSSD students. % Farm surf
the events published in the editorial, checks what
have been lately the practices of PSSD, and finally
enters the private area, W) ere it logs in through
the c feoewt\w\ a eady in its possession (because
it is a user in Career Service).

Once it is inside the private area, it surfs the set
formats of the activities proposed, but no one fits
its requirement. This is why it goes to the section
“build your own” and starts assembling the activ-
ity: it choc - in class lecture”, “interview’, "target
observation” and “prototyping’. It names it "H-ack
Life” i Keeps feeding the form with the other
'mfwmat\\,/r needed and it sends the application.

Blueprint.

The blueprint map is a tool that enables the visu-
alization of all the activities that have to be done

1 order to mak@ the system work fluently. The
b\ue; rin mMap analyses the pre-during-post ser-
vice (like the 'ustm\er journey), with a special
focus on those actions that the final user is not
able to see. The blueprint as well helps in high-
lights possible paint points of the system.

The storyboard of H-Farm and Touch-PSSD has
taken in consideration to build the blueprint map
of the service and to understand which touch-
points the service needs, which are the interac-
tions that the companies does with the service.
and finally which are those activities the service
needs to provide in order to make the flow works
for every beneficiary.

It receives an email with the confirmation from
the editorial team.

A couple of days later. when the editorial team
has analyzed the dpb\\(,dt\\) H-Farm receives
the documents to fill and the costs for the col-
aboration. H-Farm sets with Politecnico a date to
meet and sign the pdpﬂs and to start the collab-
oration with students. Meanwhile, the application
is transformed into a p'op\)sa\ t@r the students,

and it is sent online so that it is available for them.
H-Farm meets the students from Politecnico,
share the brief and the activities it expects them
to do. Students make their research and meet
H-Farm the day of the H-ack. While the H-ack is
progressing, the editorial team documents the
activities and collect material for the report.

The activity has finished, H-Farm team gives an
interview to the editorial team, and greets the
students whose participated with an award.

Storyboard




CUSTOMER JOURNEY

TOUCHPOINTS

line of interactions

w
E
-
w
T
(o)

of visibility

BACK OF STAGE FRONT OF STAGE

It received an email from PSSD
Advisory Board with the invitation
to enter Touch-PSSD to discover
the new service that facilitates the
collaboration with the students.

Email invitation

Send the invitation by email with
the link to Touch-PSSD website.
Publish an article in different
online channels.

Word of mouth to advertise the
service, taken care by the Head of
the Master, the teachers and the

editorial team

Align the teachers with the
brand-new service Touch-PSSD .
Contact the PSSD Advisory Board
staff and convince them to send
the request.

Promote Touch-PSSD through
different online channels one to
one (RAP, askdesign@polim.it, etc)
and public (Linkedin, Facebook
page, and more)

Build the website, make it
responsible for the different
supports.

Write an article to promote
Touch-PSSD.

H-Farm knows what Service
Design means, but it can see now
all the activities PSSD students are
used to do.

Editorial contents

Send an article to publish, or send
a proposal to advertise an event

Promote the possibility of writing
the articles within students and
teachers.

Receive the articles from the
students or the teachers, select
and publish; or write and publish
homemade contents.

Scouting of events and news about
Service Design, in Milan and online.

H-Farm wants to start
collaborating with them but none
of the suggested formats fit its
needs. It decide to build up its own
collaboration format. It fills the
document and send the
application.

“Format set” page

“Build your own format” page

Show the different kinds of
opportunities proposed, divided by
typology of company and by
period of duration.

Organize the set activity formats
and the singular ones.

Create filters within the platform,
useful to propose the right activity
to the right target group

It receive some days later the
answer from Touch-PSSD with the
terms of the agreement. H-Farm
accepts and confirms the
participation. It can check the
program agreed and see the
number of the students applying.

Confirmation mail
Documents to fill

Students application

Exhange of information and
documentations to start the
process.

Format is available for the students
to apply.

Analyse the request, prepare the
documents for the agreement.
Send the information to
Politecnico.

Publish online the program for the
students. Collect and connect
applications sent from the
students to the right activity
addressed.

The collaboration is confirmed and
H-Farm meets the students in the
class: it talks about the company,
about the current project they are

involved in and it launches the
brief.

Guidelines of the program

Confirmation of the collaboration,

email with the information about

the hour and the classroom of the
first meeting.

Sharing the details of the first
meeting with the students.

Meeting between company and
students.

Setting of guidelines, shipping
through email.
Setting the working space.
Recording and documentation of
the activity.

Bureaucratic documentation is
collected and stored.
Videos, audios and contents
collected during the activity are
edited and assembled.

Students make their research and
meet H-Farm and the rest of the
people involved in the program.

The activity goes on and everybody

participates.

The activity has finished: H-Farm
and the students can share their
impressions about their
collaboration.

Interview and online survey

Students answer to the online
survey through an invitation sent
by email

H-Farm share the feelings and the
outcome of the experience
through an interview

Set up the meeting for the
interview, prepare the questions to
ask H-Farm. Prepare the survey
students have to fill. Collect and
analyse the results. Record, edit
and assemble the interview .

Share the results of the survey and
of the interview online, in the page
connected with the case.

Blueprint




I AM A COMPANY I AM A COMPANY

Exhibition, January, 23rd 2017
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TOUCHPOINT VISUALIZATION

The homepage.

he three main users of the platoform are com
banies, teachers and students.

e homepage is organized in a way that allows
the users to enter immediately their own per
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The editorial contents.

The menu related with the editorial contents,
which sticks in the top of the page once scrolled
down, divides the contents into categories that
facilitate the user in finding the topic
These categories are:

>searched.

re

- News: it contains the latest uploads of all
the categories.

- Classes: here the content designers
promote the most interesting activities
done within the classes of the course, to
explored, or initiatives related to the tor
of the class/lab.

Q

4

actions to do in order to access the two contens.
The inspiration for the design of the homepage

has taken by the recent uploaded trends by Fjord.

accessible at this link: https/trends fjordnet.com/

trends/ (Fjord, 2016).

- Interviews: in this case the content
designers together with the support of the
motion designers, will be in charge of pub-
lishing articles and videos that shows the
interviews done with PSSD guests or other
interesting people related to the topic.

- Events: in this typology of contents, the
mMost interesting events happening around
the subjects of PSSD, hosted outside and
inside Politecnico, will be described by the
editorial crew, with interviews to the guests
and to the participants, pictures of the
events, and the explanation of the themes

PSS
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-

APPARTAMENTO LAGO
AND PSSD: NEVER STOP
LIVING KINDNESS

SUBSTRATO EXHIBITION

SUBSTRATO EXHIBITION

POLITECNICO

SCHOOL OF DESIGN

WHAT IS PSsSD
PRODUCT-SERVICE

SERVICE DESIGN: WHAT
IS IT AND WHY IS IT SO
IMPORTANT FOR THE
START-UPS

Business

Review
THE
EWVOELLIT DM
OF DESIGH
THIMNEING

THE EVOLUTION OF
DESIGN THINKING

B,

J.’.'..' r

l.!-:_F"I-*

e

TEMPORARY URBAN
SOLUTION AND HUMAN
CITIES

ft

THE TEAM You 8+

soin gl

e pision Psso ADVISORY BOARD wRITE Us g v

POLITECNICO
POLITECNICO
MILANO 1863 SCHOOL OF DESIGN
WHAT IS PSSD

PSSD Sseiseion

PSSD ADVISORY BOARD

Screen #1: Homepage; Screen #2: Editorial content detail;




I AM A STUDENT

LOGIN

This service is available just for Product Service System Design students, currently enrolled in the
homonimous Master of Science. If you want to have more information about the Master please
check Politecnico webpage.

PSSD Students need to Login with Politecnico credentials. nds?

Feell N
We have collected not miss anything!

PERSON

FROM PSSD

PASSWORD

CREDENTIALS RECOVERY  CHANGE PASSWORD  SIGN UP

TEMPORARY URBAN
SOLUTION AND HUMAN  SUBSTRATO EXHIBITION
CITIES

READ MORE

FROM THE INTERNET

This service is available just for Product Service System Design professors. If you want to have
more information about the Master please check Politecnico webpage. If you want to collaborate
with us, log in as with a company profilation.

PERSON

YIHOVIL V WV I

PASSWORD

CREDENTIALS RECOVERY  CHANGE PASSWORD  SIGN UP

THE
EVOLLITY

OF DESHaM
THINKIMG

THE EVOLUTION OF SERVICE DESIGN: WHAT
LOGI N SIGNUP DESIGN THINKING IS IT AND WHY IS IT SO
IMPORTANT FOR THE
START-UPS

rasswonn VAT nEGISTRATION NUMBER READ MORE
—
¢ e WRITE US

PRIVACY STATEMENT

PASSWORD

CONFIRM PASSWORD.

I AM A COMPANY

Screen #1: Student login; Screen #2: Teacher login; Screen #3: Company login; Screen #4 Newsletter

discussed.

- Trends: is the category related with the
current viral contents, related with PSSD
approaches and arguments, that are
spread in internet. This category is constant-
ly uploaded with the links and the refer-
ences of the other sources and it allows

students, companies and teachers to have

The log in.

The log in and the sign in happen in different,
ways depending on the actor who's entering the
system.

For the companies, if they are already authenti-
cated by Politecnico. the log in happens through
the same credentials already given by the Career
Service portal. If they have never subscribed to
any service provided by Politecnico, the sign in
process follows the same steps and requirement
than the one from Career Service portal. The infor-
mation needed have been checked on Career
Service portal. Once they insert all the creden-
tials, they are in the big data base of Politecnico.

The newsletter.

The newsletter reaches the students, teachers
and companies once a month, and it is updated
by the content designers. It is divided into three
ayers: one containing articles related with what
happens within PSSD (classes, collaborations,
exhibitions); one with the news from the internet
(could be articles with trends spreading around
the social networks, or events happening in Milan.
cool conferences around the world); the last one
with the contacts to work with Touch-PSSD and
to collaborate with the students.

It graphically follows the layout of the platform,
characterized by few object and a lot of spare

a record of trends.

The articles will be correlate with pictures and
video (when needed) and it will contain the
name of the students that wrote it (if it is part of
the editorial team and if it is outsider of the edi-
torial team), and the name of the students that
took part to the pictures and movie shootings.

By entering the Touch-PSSD service they can
decide whether or not receiving the monthly
newsletter containing all the news about the per-
formmances of the service and the updates about
students’ activities.

For teachers and students the log in happens
with the credentials fromm Online Services. They
could also subscribe in Touch-PSSD, but the pos-
sibilities they do so before subscribing to more
important channels (like Online Services), are very
few. They receive the monthly newsletter auto-
matically.

<

D
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The companies’ flow.

Once the company loges in, it visualizes a page
containing the pre-set activities: these activities
are assembled and organized by the touch-
PSSD team, and have an output set.

The page allows companies to see the activities
organized by duration: the division of the ac-
tivities depends on the previous collaborations
PSSD has had with companies, which follow
this length approximately.

In the menu, clicking over “see the others’
experiences’, the company can check the best
practices of Politecnico together with other cli-
ents. In this way, the company can m\/f) an idea
of the quality of the works, and can collect the
mpressions of the others to undofstcmo if that
activity really fits its expectations

Coing back to the “formats set” voice of the
MEeNuU, companies can open each activity sug-
gested in order to check the details related.
These details explain: in what the activity con-
sists, what companies need to provide to make
that activity. the benefits that are expected to
receive from that activity, and finally the best
practices of other companies \,f\/orW'wg on that
same activity.
Once the company choose one of the activity,
t will have to fill a format to start the collab-
oration. The company has to give information

about the period of time of the activity, in terms

of dates and of hours; the location of the ac-
tivity, the plan of the activities and the brief for
the students. Also, it needs to express what it

s going to provide for the students participat-
ng. and what it needs from Politecnico. Finally,
there is a note underlining that, if they want
the activity to be filmed and promoted in the
platform. they need to sign documents and pa
a fee for this extra service.
Once this format is filled, they can send to
Touch-PSSD staff which will analyze hc offer
and make a price for thv activity proposed. This
further cormmunication will happen T%r“umh
email.

Another method to propose an activity collab-
on, is to make it b\/ their selves. ("‘:\mradies
can click on the voice “build your own” and
they will visualize a set of exercises that tr
assemble in order to build a brand new anc
customized proposal. If they click on the ex
cise, they can see the explanation of that sp
cific exercise, if they drag the exercise into the
down blue bar. the > adding it to the propos-
al. After having se >d all the exercises, the
will need to fill a format: this \ormar is basec
Lhe one previously explained, but it contains a
deeper desc r\mo n of each ac U”\W the compa-
ny suggests to do with PSSD students.

ora

)
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Once they com p\ Le to fill the selected format,
Lh\,j\r scmd it and they receive a notification and
an email with Lhe successful confirmation

From now on they wil <®©p writing through
emails to the touch-PSSD te that will pro-
e them an economic Oﬁu an d all the papers
needed.

VIiC

ACTIVITIES

FORMATS SET

1/3 WEEKS

o

PRESENTATION OF
PROFESSIONAL PROJECT

1/3 MONTHS

Ry

oM
TRAINING PROGRAM

BUILD YOUR OWN

©

FIELD RESEARCH

©

PROJECT BASED
COLLABORATION

MORE THAN 3 MONTHS

A

DESIGN STUDIO
COURSE

INTERNSHIP

SEE OTHERS'EXPERIENCES

OIS

IN-COMPANY PROFESSIONAL
KSHOP

O

THESIS INCUBATION
DEVELOPMENT PROGRAM

ACTIVITIES

SET FORMATS MAKE YOUR OWN

INTERNSHIP

&)

PROJECT BASED
COLLABORATION

HOW WAS IT

SEE OTHERS'EXPERIENCES

S %

DESIGN STUDIO PROFESSIONAL
counse

X

IN-COMPANY
WORKSHOP

Ry

IN-COMPANY
TRAINING PROGRAM

THESIS
DEVELOPMENT

o

FIELD RESEARCH

O &

INCUBATION PRESENTATION OF
PROGRAM PROFESSIONAL PROJECT

Screen #1: Overview of the activities; Screen #2: Detail of one best practice;
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N OF
PROFESSIONAL PROJECT

ACTIVITIES

SET FORMATS BUILD YOUR OWN SEE OTHERS'EXPERIENCES

1/3 WEEKS

@ »

COMPANY PROFESSIONAL

FIELD RESEARCH WORKSHOP WORKSHOP

1/3 MONTHS

IN-COMPA} PROJECT BASED
TRAINING PROGRAM COLLABORATION

WHAT IT IS ><

The ‘In-company training program" is a formula that allows companies to bring some selected
students indise their offices for a few days. Companies are provided with a big number of talented
candidates, and once chosen those that fit better, they are able to test their capabilities before
proposing them a collaboration.

This program s very flexible: the amount of time required to dedicate to students can be from a
couple of weeks to months. Also, depending the company needs, it can be arranged with taylor
made solutions.

WHAT YOU NEED TO PROVIDE

You will be asked to provide the organization of the activities within you company. to involve the
students in you everyday routine. You will also provide softwares and digital programs wtudents
need to use during the stay. If you plan to bring students away from Milan, you are asked to
provide for the transportation, the food and the night stay.

BENEFITS

Students will enter the doors of your company and completely live with you and your team. You
will have the chance to understand how to position them, and make them test department of
your business or different kind of projects you are working on.

This activity represents a on boarding process for the students that you select, without
promising a further collaboration. It is a try for you to understand how to position PSSD students
and the value they can bring to your busine:

WHO ALREADY EXPERIENCED IT

MORE THAN 3 MONTHS

DES| Dio THESIS
COURSE INTERNSHIP DEVELOPMENT

DESIGN STUDIO
COURSE

ACTIVITIES

SET FORMATS BUILD YOUR OWN SEE OTHERS'EXPERIENCES

1/3 WEEKS

© »

FIELD RESEARCH

PRESENTATION OF IN-COMPANY PROFESSIONAL
PROFESSIONAL PROJECT ‘WORKSHOP

WORKSHOP

WHAT IT IS X

The In field research* s a collaboration that intends to involve the students in the secondary
research moment. They will look for sources and they will speak with your target, documenting
each activity and phase. They will plunge in the life of the interviewed target in order to
understand their point of view, their needs ad their wishes.

WHAT YOU NEED TO PROVIDE

You will be asked to specify the topic of the research and the material you expect the students
towork on. Ifyou have information to share about the previous steps of the research, you can
share with the students.

BENEFITS

This activity is perfect if you need to gather information from the stakeholders of a system.
Students are skilled in building direct interviews and looking for current trends. You will learn
the way students research, or you can suggest them you methodology.

Students will provide for you a big quantitative of information, and many insights related,

WHO ALREADY EXPERIENCED IT

1/3 MONTHS

IN-COMPANY PROJECT BASED.
TRAINING PROGRAM COLLABORATION

MORE THAN 3 MONTHS

O

THESIS INCUBATION
CIETED DEVELOPMENT PROGRAM

Screen #1: Detail of “In company training” Activity; Screen #2: Detail of “Field Research “ activity;

PROFESSIONAL PROJECT

ACTIVITIES

SET FORMATS BUILD YOUR OWN SEE OTHERS EXPERIENCES

1/3 WEEKS

© »

PRESENTATION OF IN-COMPANY PROFESSIONAL
FIELD RESEARCH 'WORKSHOP WORKSHOP

1/3 MONTHS

IN-COMPANY PROJECT BASED
TRAINING PROGRAM COLLABORATION

MORE THAN 3 MONTHS

O

DESIGN STUDIO THESIS INCUBATION
COURSE INTERNSHIP DEVELOPMENT PROGRAM

WHAT IT IS ><

The Thesis Development” concerns a closer collaboration that involves up to two students.
Itis divided into three moments: the research, the project, the test. Students will work on a topic
given by the company and will need to make researches and to propose a solution, that after being
crafted, will be tested with the target chosen.

WHAT YOU NEED TO PROVIDE

You can propose the topic of the research
You will be in charge of following the students in each phase, by giving advices and suggestion
to further define the solution. Your point of view is important, but the student will take the
decisions. Remember, you are a mentor.

You need to provide as well supportive material to facilitate the research and the prototyping of
the solution, in case it needs specific tools (digital and analogic)

BENEFITS

‘This activity is perfect if you need to work deeply on a topic, from the very beginning the the
delivery of the project. You will be able to learn the way students work by following the process:
you wiil be considered as another stakeholder whose needshave to be considered for the
project to work. You will be provided with an innovative solution that comes from the real
wishes of your target.

WHO ALREADY EXPERIENCED IT

Screen #1: Detail of “Internship” activity; Screen #2: “In company training program” format;

ACTIVITIES

SET FORMATS BUILD YOUR OWN OTHERS'EXPERIENCES

IN COMPANY TRAINING PROGRAM

IN-COMPANY
TRAINING PROGRAM

AMOUNT OF HOURS

WHAT YOU PROVIDE

TRANSPORTATION  + OINNER 4 ACCOMODATION -+
AwARDS 4 capceTs 4 SOFTWARE AccESS
REIMBURSEMENT OF EXPENSES -+ omER 4+

WHAT You NEED

NIZATION SUPPORT -+ pHOTOLAS + MODEL LAB

ClassrooM  +

PLAN OF THE ACTIVITIES

NOTES

During the days of the program, the students will be asked to collect pictures, videos, material as information to
show to their classmates once they are back in the class. After the program you might be asked to make an
interview to explain how the program has gone, what you planned to achieve, why you choose this program
and how students reacted to the challenge.

Thank you very much for your participation.

SEND REQUEST
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ACTIVITIES

SET FORMATS BUILD YOUR OWN SEE OTHERS'EXPERIENCES

g I &)

VALUE ~ ~
SRR INTERVIEW. TRENDS RESEARCH TARGET OBSERVATION

Z O #

CONCEPT CREATION SOLUTION DEFINITIO! PROTOTYPING

4 3

BUSINESS MODEL cLas: 7
USERTEST e IN CLASS LECTURES coMPANY VISIT

ACTIVITIES

SET FORMATS BUILD YOUR OWN SEE OTHERS EXPERIENCES

5 a Ll ©

VaLE new . . seRvATIO
. INTERVIEW TRENDS RESEARCH TARGET OBSERVATION

WHAT IT IS X

“Interview" is a phase you need to go through if you want to know your target's thoughts.
PSSD students can: prepare the interview, ask questions to the users, listen to what they answ
and notice what they don't say. collect information and come with a clear overview.

IDEA GENERATION

ACTIVITIES

SET FORMATS BUILD YOUR OWN SEE OTHERS'EXPERIENCES

Za Ll @

INTERVIEW TRENDS RESEARCH TARGET OBSERVATION

X

CONCEPT CREATION IDEA GENERATION SOLUTION DEFINITION PROTOTYPING

% e ©

BUSINESS MODEL 7
USER TEST p IN CLASS LECTURES COMPANY VISIT

ACTIVITIES

SET FORMATS BUILD YOUR OWN SEE OTHERS'EXPERIENCES

VALVE .
UNDERSTANDING INTERVIEW. TRENDS RESEARCH TARGET OBSERVATION

0 hx4 &

CONCEPT CREATION IDEA GENERATION SOLUTION DEFINITION PROTOTYPING

ZINER (] e

. BUSINESS MODEL ’
USERTEST D IN CLASS LECTURES COMPANY VISIT

ACTIVITIES

SET FORMATS BUILD YOUR OWN SEE OTHERS'EXPERIENCES

11 Va

IN CLASS LECTURES. INTERVIEW. TARGET OBSERVATION PROTOTYPING

PLAN OF THE ACTIVITIES

AMOUNT OF HOURS

WHAT YOU PROVIDE
TRANSPORTATION ~ + DINNER ACCOMODATION  +
AWARDS  + cADCETS SOFTWARE ACCESS  +

REIMBURSEMENT OF EXPENSES oTHER  +

WHAT YOU NEED

ORGANIZATION SUPPORT + STAGING LB+

cLassroom

NOTES

During the days of the program, the students will be asked to collect pictures, videos, material as information to
show to their classmates once they are back in the class. After the program you might be asked to make an
interview to explain how the program has gone, what you planned to achieve, why you choose this program
and how students reacted to the challenge.

Thank you very much for your participation.

SEND REQUEST

ACTIVITIES

SET FORMATS BUILD YOUR OWN SEE OTHERS'EXPERIENCES

IN CLASS LECTURES. INTERVIEW. TARGET OBSERVATION PROTOTYPING

PLAN OF THE ACTIVITIES

participate
Students need as wel 1o a prototypin
o observe th target. e
and colect insights H-Ack

Introduction to
H-Farm company
and debrief

AMOUNT OF HOURS

60

WHERE

Via Solferino, 41, Milano

WHAT YOU PROVIDE

TRANSPORTATION -+ wnen omner o+ AccovobATON  +
Awass cavcers + somwaReAccess

REIMBURSEMENT OF EXPENSES  + oTHER

WHAT YOU NEED

ORGANIZATION SUPPORT +

cLassrRooM oTHER

Students will be in charge of interviewing and taking feedbacks from the customers of an importand insurance italian

brand; after this involvement, participate to an h-ack together with other creative minds selected

NOTES

During the days of the program, the students will be asked to collect pictures, videos, material as information to
show to their classmates once they are back in the class. After the program you might be asked to make an
interview to explain how the program has gone, what you planned to achieve, why you choose this program
and how students reacted to the challenge.

Thank you very much for your participation.

SEND REQUEST

DONE!

Your request has been sent, we will reply to you as soon as po

95

94 Screen #1: “Build you owrn” activity ovreview; Screen #3: Detail of “Interview” exercise; Screen #3: Selection of the exercises; Screen #1: Format of the new; activity created; Screen #2: Format filled in; Screen #3: Submission confirmation;

Screen #3: send of the exercises chosen;
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Teachers’ flow.

The login of the teachers happens through the
same credentials as the Online Services. Teach-
ers are the hybrid beneficiaries. They can apply
to an activity proposed by the companies, or
they can suggest a new activity and send the
invitation to a companies

They basically have two p sible formats

- Companies - Teacher: here they need
0 show their interest and their motivation
in the activity suggested from the compa-
nies. They need to send a motivation letter
to explain the reason why they want to
give their support in that specific activity.

This option has considered that companies
m\g%t need the help of Politecnico staff,
so we need to provide them a tool that
allows twc‘m to contact the staff. When
companies launch a program, this will be
first visualized b/ teachers, that can apply
as already s ,q\d and W*om once the num-
ber of the supports needed is joint, it will
be q\/;\\db\( also to stu d( nts applications

- Teacher - Companies: here they
choose from the suggested activities or
they can build a new one customized
to their needs, with the same proc
the companies does. They can insert the
information of a company. corporation or
institution they are in contact with or they
want to propose the activity to, to send tho
program directly to them. In this format
i)"\('”” is a spot where teachers can type
the email of their contact: the propo &q\ wil
be sent directly to the page of the ad-
dressee.

This option has been considering that
teachers, being also independent pro-
fessionals, usually act like sort of bridge
and connection between companies and
Politecnico. The case that companies es-
tablish a first contact with a teacher is very
frequent, so teachers need a tool that fa-

'SS as

cilitates them in communicating with the
companies once they established the first
contact vma\’“@ the company is a client or
a friend of the teacher)

Once the teachers sent the proposal or the
application, they will receive feedbacks or
confirmation J”p(\ﬂdmu the typology of path.

Documents will be signed and the participation

can start.

ACTIVITIES

AVAILABLE NOW MAKE A PROPOSAL PREVIOUS EXPERIENCES
FORMATS SET

@ x ©

PROJECT BASED THESIS PROFESSIONAL
COLLABORATION DEVELOPMENT WORKSHOP FIELD RESEARCH

{ B &

IN-COMPANY DESIGN STUDIO PRESENTATION OF
/ORKSHOP. couRse PROFESSIONAL PROJECT

BUILD YOUR OWN FORMAT

g a &)

VALUE
e INTERVIEW. TRENDS RESEARCH TARGET OBSERVATION

M

CONCEPT CREATION

BUSINESS MODEL
USER TEST ptes IN CLASS LECTURES. COMPANY VISIT

ACTIVITIES

AVAILABLE NOW MAKE A PROPOSAL PREVIOUS EXPERIENCES

DESIGN STUDIO COURSE ><

A

DESIGN STUDIO
couRsE

AMOUNT OF HOURS

WHAT YOU PROVIDE

ORGANIZATION SUPPORT + PHOTOLAB  + STAGINGLAB + MODELLAB  +

classrooM  + sTarE 4 oTHER  +

WHAT YOU NEED
TRANSPORTATION -+ LNCH  + DINNER ACCOMODATION  +
AWARDS  + GADGETS 4+ st 4 SOFTWARE ACCESS  +

REIMBURSEMENT OF EXPENSES  + oTHER 4

PLAN OF THE ACTIVITIES

PARTNER

FULL COMPANY NAME
BUSINESS SECTOR seLEcT

EMAIL

SEND REQUEST

DONE!

Your request has been sent to the company and to our staff. We will inform you wheather
the company accepts the request, and how to move on with the process.
Thank you very much!

Screen #1: Overview of the activities and of the “build your own” activity; Screen #2: Format of the “design studio”

; Screen #3: Submission confirmation;




ACTIVITIES ACTIVITIES

AVAILABLE PREVIOUS AVAILABLE PREVIOUS

£ 8 Y | :

'WORKSHOP CouRsE PROFESSIONAL PROJECT

Students’ flow. Va @ e

IN CLASS LECTURES. INTERVIEW. TARGET OBSERVATION PROTOTYPING

BRIEF

e students can log in with the Online Service
dentials. Once they are logged, they land to a
age that contains all the available activities Tw@\/
choose to participate to. They can as well
en the activities and see the details t’wr each
one. Some of them unlock a numiber of credits

or the students, depending on the quantity of ACTIVITIES

hour they need

re

O
/1\

71

AMOUNT OF HOURS CREDITS UNLOCKED
AVAILABLE PREVIOUS

60 4

In the format addressed to the students for the e
application, they need to upload information ; % * §ﬂ> Via Solferino, 41 Milano
about themselves, to be selected for the activity : Proressow. bmeneoo  emsmwmover

y are applying for. The documents they need

J are: curriculum vitae of maximum

WHAT IT IS
one page, motivational letter between 600-800 . You Have o beLIven

= :
words, PDF portfolio with a selection of three b P e S e PORTFOLIO S GURRICULUM VITAE  /  MOTIVATIOMAL LETTER
N . = Pa 2 rAEA £ - N
projects to spread in 3 pages for a maximum of
WHO IS HOSTING THE ACTIVITY The portfolio has to be in a PDF format, it has to contain a maximum of 3 projects, and it has to be as big as

5MB. In particular, each upload is described as Tt o

You can as wel ik your online Portofo in case that the company i inteested i looking for further

YOU WILL BE PROVIDED WITH

H-Farm i the biggest startup incubator i Italy. t provides as wellc information, but this
follow: sl(ancyl rothe cempanesendlhasa dcatena\p\enw:mkn
OIHOVV: rgar mentary schools, high school and university.

- Curriculum: "The Cu"'\cu\um has to be of 0 Tem——— ueLoaD
maximum one page, in PDF format. Make e f in @
sure you add t@ the CV the sentence "Autor-

NOTES
izzo il trattamento dei dati p@fSOWdM al sensl St il be nld r diseusgod n Poltecric. urig i s spept it th cor Ismsémsavesuggestedto
collect inform: that will help them building the fon_Students will need to
d H art13 dg‘ D LQ\ 196/03" \’“\"h‘\(;q is ‘:/bc.a‘ Presentation to the Eator alYeamadbeaalab\eoIunhegqulosadwm views,
JO/UD WV

for a company to take you in consideration
SEND REQUEST
- Motivational letter: "The motivational
letter has a crucial role: it rea\\/ shows that
you are interested in the company and in
the experience it provides. So be car@ru\ and
pr:—”"\%@ introduce yourself, explain why you
are interested in the company. and why you
want to take part to the activity. The lett ter is
suggested to be maxim one page long

DONE!

- Portfolio. "The portfolio has to be in a
PDF format. it has to contain a maximum et e A ot o
f 3 projects, and it has to be as big as max-
imum of 250Mb. You can as well link your
) "\r*@ Portoflio in case that the company is
erested in looking for further information.,
but th S is not compulsory’”

They are sent a notification with the confirmation
of the submission. They will be Turtﬁef contacted
oy mail to confirm their <,>art\'::\’pat\’or\

98 Screen #1: Overview of the current available activities; Screen #2: Detail of “H-ack” currently available activity;
Screen #3: Student format; Screen#4: Submission confirmation;
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CONCLUSION

The thesis has been working on the awareness
around the potentiality of PSSD students in
the job world. Stating that PSSD students are
considered to bring valuable propositions inside
those companies that have had the chance to
work with them, the thesis has investigated the
topic of how to promote correctly the students in
the other companies.

After the analysis of the point of view of both
students and companies, the conclusions
achieved confirm that the main pain points
of this relationship are the lack of awareness
about the topic and the few moments where
companies and students meet each other.
This is why the solution proposed in this thesis
is about on one hand, educating companies
about the subject matter and on the other hand.,
implementing and promoting the collaboration
pbetween the two actors: Touch-PSSD is an online
editorial and collaboration-supportive service
that enables companies in understanding the
practices of PSSD and it gives them the chance
to collaborate with the students through different
options/activities.

Thanks to this service PSSD is able to promote
its course and its students through the editorial
contents, companies are able to understand
and test the students through tailor made
activities, and students are able to experience
different kind of approaches and have a broader
understanding of the job world.

The importance of this service is not only related
to the current present. PSSD practices and
methodologies, inspired to the human centred,
service design, sharing economy (and many
others) pillars, are becoming trendy all over the
world. Politecnico di Milano is one of the few
Eurpoean universities treating this arguments:
launching this service would e a true opportunity
to raise its international recognition also in this
field.

Touch-PSSD is an opportunity to bring the
practices of PSSD Master of Science outside the
walls of University, in the real world.
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