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As for the other projects?

>

We redesigned and improved the custo-
mer experience (CX) in the showroom at
SE headquarters, based on the customer
journey mapping we performed.

In the factory it is not the paying cliént that
visits but his (hired) engineering consultant
for whom time is money too. By improving
his stay and productivity SE creates hap-
pier and loyal customers.

We showed that growing and improving
the services side of business (particularly
in the maintenance of up and running sys-
tems) is full of opportunities to showcase
CE'’s core values and like quality, customer
oriented, expertise, and customer care.
Redesigning the Customer Care Centre
made us focus on the employee experi-
ence. Egypt and North East Africa covers a
big region with lots of cultural differences.
Designing an approach to service such a
wide variety of customers while also brin-
ging together employees from across the
region - that will be an ongoing challenge.

A Employees from all over the region are brought together
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Our takeaways

For our team it was extremely rewarding
to be able to create a valuable connection
between this multinational and their end
user. In a matter of weeks we translated
the gigantic challenges that Egypt faces
in keeping up with population growth to
specific and targeted actions and projects.
SE can now lead those and other projects
forward and take anactiverolein developing
a smooth and efficient infrastructure to
enable further growth.




We design for aspiring
organizations that strive to
be meaningful for people.

Design in the service of people. That’s the
shortest version to explain what we do.
Designing is something you do for others,
for users, customers and co-workers. That is
why we always put people first; they shape
our work.

‘But what do you guys actually design?” is a
question we get a lot. The answer is not always
clear-cut, especially when we are just starting
a new project. What we cdin tell you is that the
answer is not a product, a poster, an app or
an interior. Nevertheless, things like that might
very well be part of the solution.

So what dé we do? We design the relationship
between organizations and people. Those
people can be customers, students, collea-
gues, patients, suppliers or users. That is why
no project is the same in our line of work.

What's the real question here?

We always start out with a thorough look at
the problem at hand. That’s how service de-
sign differs from other design approaches.
What is the challenge we are dealing with?
What is the perspective of the end user? Who
is that user? And what's the real question we
need to answer?

Approaching our work like that lands us in the
most interesting places. We wandered the
streets of Cairo, visited schools in southern
Netherlands, researched the F-Terminal on
Schiphol and had a meeting in the machine
room of an elevator in Amsterdam. We fol-
lowed potential museum visitors in the city
of Utrecht, interviewed civil servants at a

Dutch ministry and talked to people seeking
help with ‘Slachtofferhulp Nederland’ (Victim
Support Netherlands). To just name a few of
the things we do.

We research the way people interact with our
client’s organization and brand and we un-
cover what their desires and needs are. Only
then can we find the opportunities for me-
aningful innovation. Those opportunities may
lead to new or improved services, products,
processes or business plans.

Designis a verb

Design is the way we work, the way we ap-
proach any project, the way we find answers.
Design is a verb, that much we know. We in-
volve people in each step of our design pro-
cess; from research to co-creation and from
prototyping to implementation. Designing the
future is a joint effort, powered by people.

The thing is, it's easy to design something or
to come up with ‘a solution’. “Solutions are not
the problem,” is what we keep telling each
other. We will never start thinking about or
working on solving a problem until we have a
very clear understanding of the actual questi-
on. And about the experience of the end user.
Knowing the real challenge, leads us in the di-
rection of solutions that add value. How can
we create that value for the end user dnd for
our client? And even more important; how do
we make that come true?

Only if and when we can see and measure the
impact and success of our solutions, will we
finish up a project.
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