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services
interactions
experiences

Design for...

Shashank Mehta National Institute of Design, Ahmedabad

it is not about trying to find the solution immediately 
it is about finding the problem first.
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The opportunities for service 
innovation are endless if only we 
shift the focus of innovation from 
work to everyday life. 

Many of the different ways we 
interact with one another can be 
improved by design. 

Service
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Why Should I 
Drive? 

I can go to office 
To pick kids from school
To take in-laws to Satsang
To go to market to shop daily items
To save driver salary
To take kids to tuition
To go to my dance class  
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Should I Learn 
Driving? 

Customer Dilemma B4 
Joining 

Fear and Anxiety:
Safety of car,
Family should not get hurt
Scared to bump car
No confidence to drive
Not able to learn properly
Gender of the driver 
No time – Laid back in free time
Public reaction causing embarrassment
Fear of public abuse
Because of little know how about car  & its controls
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Desired Service 
Characteristics
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….anxiety 
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Akshata / Alom i / Ankur / Disha (2008)

JLT (Just Like That) is 
service that creates special 
moments for its customers. 
We provide innovative 
games/ social engaging 
activities that are strategically 
designed for our customers. 
These activities are unique in 
nature and differ from client to 
client. Our services can be 
also be customized to 
incorporate a single to a 
group of people or gift it to 
their loved ones.
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CHILL PILL provides Medicines at your door step,
Fixing up your appointment w ith the doctor, Reminding you
about your appointment, Providing contact information
about specialty doctors in Gandhinagar and Ahmedabad,
Providing contact information about 24 hours chemists,
Intimating parents about the child’s recovery and treatment
he/she is going through maintaining a database about your
health and Treatment. A companion to rely on during illness

M adhum anti Ghosh, N idhi Gupta, Richa Thakker, Suganth Chellam uthu (2010)

11

M adhum anti Ghosh, N idhi Gupta, Richa Thakker, Suganth Chellam uthu (2010)
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Anand S, Pragya K, Mandeep S(2007)
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The idea of the service is
to introduce and
incorporate a habit of
eating fruits instead of
medicines for mild
recurring health problems.
The main aim is to cure
through fruits. The
secondary aim is to
provide exotic recipies of
fruits.

Anvika Kapoor, Subhash Chandra Gupta, Vaibhav Vyas (2010)
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Anvika Kapoor, Subhash Chandra Gupta, Vaibhav Vyas (2010)
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NiharikaSethi, GauriKathju, Abhishek Dwivedi (2008)
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Shipra Bhargava, Tanushree Sharma (2007)
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e-Services
C reating  p latform  for all the interested  souls to g ain insig hts 
ab ou t u niq u e skills, talent, know led g e or exp ertise to b ec om e 
m ore c onfid ent and  self-reliant.

W eb site as an 
interfac e

W eb m aster

C lients

Peop le offering  
servic es

Facilitators

O ther servic es 

B usiness netw orking , S elf-reliance, b rid g ing  g ap , earning  
op p ortunities for m any, red uc e tim e and  effort, Low er c ost

Key 
elements

action

Definitio
n

Language Dance Music Acting Drama Sketching Guitar

Pottery Lighting Driving Set 
Design

Beauty Stitching Yoga

Software Swimming Learn MAC Photography Painting Counseling Presentations

W
ebsite Interface

Rajesh Siddarth

B rid g in g  g a p

R e d u c e  tim e  a n d  e ffo rt

P u rsu in g  H id d e n  in te re st

B e in g  In d e p e n d e n t

Ea rn in g  O p p o rtu n ity

P e rso n a l Exp e rie n c e

C u sto m e r C e n tric

T im in g  a s p e r B o th

Lo w  P ric e s

P ro fe ssio n a l S e rvic e Jack for all Master for none
Jack for all Master for one
Jack for none Master of all

Marketing Issues
Scalability Issues
Competition
Profit Sharing 
Issues
Validation Issues
Advertising issues

?

+ -
.

e-Services

Passions.com
WELCOME TO

My Take on it …

Just
Say
What 
U

want
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Research based insights
Lack of inform ation exchange betw een people w ith
different tem peram ents & region
Problem s and w astage of resources w hile searching
for inform ation
Unavailability of crucial inform ation on popular
m edia
Traum atizing experiences of people

Experience based insights
Difficulty in settling dow n at a new place
Tim e consum ing search of people w ho m ight know
(needle in a hay stack)
The repetition of search process by people looking
for sim ilar inform ation

i Found it !!
finders. keepers.

It was dream come true for 
TITLI when she finally 
made it to NID- the garden 
of colours! 

Titli fluttered with 
excitement and couldn’t 
wait to look like her seniors. 
She decided to ask 
somebody where she too 
could get the colours as her 
seniors. But unfortunately 
she did not get any reply. 
They just told her “ You are 
a fuchha…so go find it!

Suddenly the wind started blowing towards her and with it came the newzzz “ Hey…I 
found it so can you…Just go to the I-TREE the tree of information”

“ I found it! I found it!” Titli 
was glowing with her 
discovery.

Titli started spending a lot of 
her time on I-TREE and trying 
out its recommended places 
and soon became popular 
amongst her friends in 
providing the genuine 
information on anything and 
everything!

Titli suddenly felt hopeful all 
over again and quickly 
fluttered to the huge I-TREE! 
The I-TREE was buzzing with 
information. There she 
discovered not just one place 
to get her colours but many 
other places and much more 
variety. 

Anju Gupta & Ketakee Patankar

NID students/ faculty/ Alumni
New Batch students who need information to settle

down at NID
Introvert/shy people who hesitate to ask for

help/information
People with language problems/ communication

problems
Internet lovers who rely on web for most of their

information
People for whom time is money

For whom?

The Target 
Audience
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} A portal by the people, of the people, for the people
about anything & everything
An intent to facilitate exchange of information between
people that is generally not advertised anywhere
The information providers are the users to ensure ‘tried &
tested information’ of anything & everything (jugaad)
Comparison option with parameters that matter eg: auto
fare, cost, locality, safety, etc
A quick and easy, drag n drop format with provisions of
adding photos and videos.
Constant up gradation of information by users themselves
via feedback upon experience
Timely contests for users to link places to people

What?
The Concept

Why?
The Concept
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Pankaj Sehjowalia, Sachita Agarwala, Sujata Sanke

Information      Appointment      Knowledge

Mail      Call    E-mail

Key Activities

Experts

G
yn
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t

Ps
yc
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at
ri
st

Se
xo
lo
gi
st

Sense-Sex

Customers

Co
mmiss

ion

Sponsor

Events

Co
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e
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Collaboration

Advise

Revenue Model
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Pankaj Sehjowalia, Sachita Agarwala, Sujata Sanke
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Kanika Malhotra I Salil Bhargava I Vipin Singh (2008)

Operating space
Users 

@ 30/- monthly subscription

LAN

Request 
songs

Be updated 
with NEWS

Listen to the 
Design experts

Listen to your 
favorite host

Be well 
informed

Host you 
own shows

Rate, post 
messages on blog

Make your own 
playlist

Conduct Surveys  on 
blog

Dedicate 
songs,Discuss

design

SERVICES

SERVICES

DHAN TE NAN is a radio service provided by NIDians for the
students within the campus. They can avail this service on a monthly
subscription and get latest news and campus updates, listen to lectures
and presentations happening in other NID campus and also host their
own shows by just tuning on t the radio.
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Kanika Malhotra I Salil Bhargava I Vipin Singh (2008)

Insta
llation

Don’t be a face
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Ananya & Xavier SDM (2008)

Tailored tour packages for design students to 
mix learning with fun. The tour package gives 
opportunity to the student to learn about 
research techniques  ( people study, 
ethnographic research, etc), and also get out 
of the campus and use them in real life.  

Bu
si

ne
ss

 m
od

el
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Abhishek Maithul, Jyoti Rajput, Sanmitra Chitte(2008)

Jas Movie theatre  is a service which 
provides entertainment to the student and gives a 
common platform to get entertained, express and 
interact

Service attributes: 
•Entertainment-movies on weekends
•Freedom of expression- walls in the theatre where students can 
write quotes after watching movie to share and express
•Interact- puzzles to solve in a group
•Improved experience of watching a movie

Theatre
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Akshata / Alom i / Ankur / Disha (2008)
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Akshata / Alom i / Ankur / Disha (2008)
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Sushil M ate, ShrutiPoddar, Dhinesh Kum ar (2009)

Service focuses on:
•Sensitization towards “ Pure Nature” 
•Socio-cultural aspect of design
•Socio- economic aspect of design
•Technological knowledge
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Valuenest offers complete self help
career assisting platform , which 
addresses the needs through-
•W orkshops w ith A lumni
•Increased industry interaction
•Company Referrals
•Motivational and informational talks
•Contacts of A lumni
•Easy availability of D iploma Documents

Dhw ani Soni, Sudeep Shyam al, Prabhsim ran Kaur (2009)

Online portal
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Kamm Tamaam, is a campus based service at NID 
that organizes , designs and conducts innovative user 
researches for students with the involvement of the 
designer. The core offering of our service is to design 
research methodologies for students as a part of their 
classroom projects. Monica, from LAD decides to 

develop Urban Contemporary 
range of Jewellery. She is 
stressed. That’s when she sees a 
poster of ‘Kaam Tamaam’ and its 
services in the campus.

got an appointment

Presents her work and 
understanding in the 
jury, and gets excellent 
feedback

M uzna, Tanushree, Sachi (2009)

PROMOTIONAL 
STICKER

PROMOTIONAL
DART GAME

PROMOTIONAL 
FLIER
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M ayukhini, Rupinder, Ruchira, Shw et (2009)

•Tapping the human emotions through the service
USP By sending messages, compliments and other
such attractions w ith bill.
•A combination of both food n fun
•Food served with innovative combos
•The activity was a platform for students to socialize
and interact among each other
•Service to help the students to be awake in the night
for their work and motivated them to go back to their
work w ith a fresh mind

Us

Need – Food after midnight

Save Effort 
Save Time

Good Experience
Relationship building

Human Touch
Customization – control to user, change of 

activity

Attributes

Food 
Tasty n Healthy n Light
Make it your own taste

Pocket friendly

Customization
Personalization 

fun element
Essence

Installations

Advertisement in 
auditorium
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M ayukhini, Rupinder, Ruchira, Shw et (2009)

For Priyam,

You look great in Hawaiian 

shirt!

Rs 22/-
Experience designing around the service as the 
USP

34

35

So much being wasted, how am I going to pay the bill ???

Mr. Shah could not manage his water
he had one wife, two sons and a daughter

36
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He calls Aquamind asking them to fix tap

Aquamind heard his hue & cry
and sent its handyman swift as a fly

The Handymen arrive at his House

A horde of professionals arrived
and Mr. Shah’s hope revived

Mr. Shah explained his trouble
and the handymen reassured the couple
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Handymen fix his bathroom and tell him about their service

Some handyman fixed the mess
while others helped to release Mr. Shah’s stress

they told him about the benefits of water,
they even trained his daughter

He applies their suggestions and reaps the benefits of water 
managements

Now Mr. Shah is a happy man
with a wife, children and a water management plan
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It’s Lunchtime at the Office, oh…. We miss our Home-food !

Mr. Patel, Mr. Nair & Jasjit Singh worked together
but at lunch time they wanted something better

they craved for their own food
the office lunch was not very good
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Let’s call Home Food Service

Immediately they called
and all their troubles were solved

the Home Food Service understood their need
and arranged for them to feed

Home Food Service gives the orders to the Housewives

Various housewives from different cultures
prepared to feed the hungry vultures

Home Food Service ordered the food
and the housewives started to cook
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The Deliveryman Collects and Delivers the Home Food

The deliveryman rushed to each housewives’ place
and delivered the food to the offices according to taste

m m m m m……… we love our Home Food !!!

Mr. Patel, Mr. Nair and Jasjit
got what they need

41

Visions of Possible World
A Student Workshop, NID, 2003

...encourage services

‘self-employment would empower every individual by instilling 
confidence, self-respect and entrepreneurial spirit in him/her.’

• connecting people
• improving interactions

42
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Metamon: Money Management Metaphor
Samira Jain; SDM
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Metamon: Money Management Metaphor
Samira Jain; SDM
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Metamon: Money Management Metaphor
Samira Jain; SDM
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thank you !!!
Shashank Mehta
shashank@nid.edu

National Institute of Design, Ahmedabad
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