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Is there a need based service on the iPhone?

Picture: Courtesy of Apple
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But there is one more thing ...

Picture: Courtesy of Apple

... and Starbucks
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Need based services on the iPhone: Voice

• Voice is still the number one

Picture: Courtesy of Apple
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Need based services on the iPhone: Visual Voicemail

• Voicemail messages can be 
selected visually

• The solution needs to be 
integrated into the network 
structure

Picture: Courtesy of Apple
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Service creation is regarded as a forward-looking way of developing and offering new 
services in mobile markets. 

Meaning 1: Creating a Platform for Creating Services
Service creation platforms serve the fundamental technological framework for service 
offerings to be made available. Because of their open system architecture, they also enable 
services from external developers and creators to be implemented quickly and efficiently.

Meaning 2: The Process of Creating Services
The design process from strategic idea mapping to the first drawings of visualised concepts 
and functional models to the evaluation of prototypes 

Service creation
A buzzword or a successful future strategy?
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• Mobile services and applications are immaterial, digital products

• Digital products have to offer benefit and value to the final-end-user and    
   enterprise customer for being attractive in the market

• Market potentials can be exploited by a strong focus on a user-centered 
   approach in service creation

• Service creation = product design

• Product design provides generic methods and tools which can be successfully
  adopted in the mobile business

User centered design
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„Designing (Entwerfen) mostly occurs for others.“

„Within every reflection about possibly doings 
design is included.“

„Designers are always on the way to future, 
without certainty, ever arriving somewhere.“

Source: Dehlinger, 2002

Design is to think ahead by visualizing future scenarios.

Designing, design & designers
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• Creating alternatives

• Need orientation & user focus

• User integration & evaluation

• Visualization & Modeling

• Combining future user needs & 
   technical feasibility

Costs

Migration
Path

Communi-
cation

Ergonomics

User

User Centered
Contextual 

Design
PlaceTime

Process

Design thinking
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What‘s special about mobile communication?

Limited resources

Covering wide areas

Interoperability

Security

Mobility
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Terminal mobility

Mobility
What‘s special about mobile communication? 

User mobility

dynamic

dynamic
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Service mobility

Mobility
What‘s special about mobile communication? 
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Possibility system

Process Archetypes

Transmission oriented Content oriented

Transmission

Storage

Transformation

Multiplication

Procurement

Processing

Transaction

Control

Supply

Input and output are the same Input and output are different
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Point-To-Point

Anypoint-To-Point

Point-To-Multipoint (Multicast)Multipoint-To-Point

Point-To-Anypoint 
(Broadcast)

Anypoint-To-Anypoint

Multipoint-To-Multipoint

in
di

vi
du

al
co

m
m

un
ik

at
io

n
m

as
s

co
m

m
un

ik
at

io
n

Possibility system

Source: see Sattler/Kuehnapfel, 1992
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Analysing needs within 
the user group

Develop contextual
solutions

Evaluate service 
concepts with users

Costs
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User
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Design
PlaceTime
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User & context orientation
The user is the source of innovations within the need based service creation approach



Christian Lupp Frankfurt,  April 15th, 2008
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Analysis & unbundling of the technologic possibilities 
and frameworks as well as the context specific user 
needs & requirements:

• system and process analysis
• application mapping
• user segmentation
• focus interviews

Optimization of selected 
solutions & deriving 
user benefit communication 
strategies:

• planning migrations
• prioritizing functions

Creation & visualization of alternative solutions:

                       • creativity & design methods
                           • digital service modeling 
                                  & simulation
                                • rapid prototyping 

                                    User integration, evaluation, 
                                    review & clustering :

                           • field trials & pre-tests with users
                      • lead-user workshops
            • on- & offline conjoint analysis 

DesignAnalysis

EvaluationDefinition

Methods behind need based service creation
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service idea

Make service 
understandable

Enable the service 
structure 

to be experienced

Evaluate the real 
service use & 

implementation

What‘s 
being 
worked 
with?

Sketch, user 
scenario, need 

and idea 
landscapes

Use case, 
graphics, collages

Flowcharts, 
mock-ups, 
slideshows

Interactive 
slideshows

„stand-alone-
applications“

Linked 
Applications 
„network-

applications“ 

Visualization & Modeling
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Hands on ...
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Thank you! 


