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EXTENDED ABSTRACT

Introduction

Start-ups are economic driving forces that result in economic and social change and,
decreased unemployment. They can also be defined as innovative enterprises that operate
under uncertainty, time pressure, and high risk, but statistics show that most of them fail.
Technology-driven startups focus on the technical aspects of innovation and overlook the
value co-creation potential that service design can facilitate. They provide products and
services without innovation and without considering the customer, which ultimately leads
to customer dissatisfaction and business failure. While service design creates a better value
proposition by producing more innovative ideas and can lead to the design of systems and
processes that provide a comprehensive service to the user and improve efficiency.

In the past, service design has been used in the context of insurance, bank, hotel, and,
health section. With the penetration of new technologies, the study of the principles and
tools of service design that can improve the quality of ideas for startups is necessary.
Therefore, the current research aimed to present a model of service design in ICT start-ups
to prevent their failure. The tools and principles of service design applicable in ICT start-ups
and the results obtained from the use of service design were also researched.

Methodology

In this practical research, a qualitative approach and a multiple case study method was
used. To collect data, interviews with the managers of ICT start-ups based in the science and
technology parks of Tehran were conducted. Then, the data were analyzed by content
analysis. Thematic analysis is a method to recognize, analyze and report patterns in
qualitative data. In this method, the researcher first read the text of the interviews after
implementing them in Word software and became acquainted with their primary content,
and then the primary codes are created. In the next step, the researcher identified the main
codes and sub-themes. Then, the themes were reviewed and organized, and defined,
naming the main themes. Finally, a report on the findings was compiled.

Results and discussion

By analyzing the codes, 4 main themes of service design stages, service design tools,
service design principles and the consequences of their application were obtained. Three
sub-codes formed the steps of service design, which were: the stage of identifying
opportunities, the compilation of the value proposition, and the implementation of the value
proposition. The stage of identifying opportunities included three selective codes
identifying customer needs, examining the business environment, and identifying the main
resources of the business. The selective code for identifying customer needs was obtained
from the primary codes for examining customer behavior and customer preferences. The
business environment review code was obtained by scrutinizing the statistics and news,
identifying institutions, laws, and regulations, and codes such as team, knowledge,
expertise, and financial resources were obtained as a selective code for identifying the main
sources of business.
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The two selective codes of design and evaluation of the value proposition formed the
second sub-code which was the compilation of the value proposition. For the service design
tools, 3 sub-codes were discovered: the opportunity identification tools, the tools for
implementation of value proposition, and the tools for compilation of value proposition
which comprised the two selection codes of tools for designing and evaluating the value
proposition.

For the principles of service design, 3 sub-codes were found for each of the mentioned
steps of service design. The last main code was the results of service design. Just one sub-
code for increasing the quality of the value proposition was obtained, which was created
from 5 selective codes of emotional, functional, innovative, social, and personalized value.

Conclusion

Three phases for service design were discovered: the stage of identifying opportunities,
the compilation of the value proposition, and, the implementation of the value proposition.
The first phase included three selective codes of identifying customer needs, examining the
business environment, and identifying the main sources of business. In the first stage, the
entrepreneur, who is usually the manager and designer of the business process due to
limited resources, by monitoring the business environment and combining the team's
capabilities and other resources such as knowledge and expertise, and financial resources,
and by examining the customer's needs and market gaps, can identify the opportunities.
Thus, when in the next step, they need to identify the customer needs, the best solution can
be provided through the design and evaluation of the proposed value, relying on the
innovative tools and methods of ideation and evaluation.

In ICT start-ups, in the opportunity identification phase, among thousands of design
tools, only, customer behavior map, interview, persona, contextual interview, ethnographic
study of the customer, five whys, scenario, strength and weakness analysis test, observation,
environmental scanning, interviews with experts in the field were helpful tools.
Brainstorming, interviews with experts, customer journey maps, blueprints, user flow,
scoring, alpha-beta testing, and interviews with customers were effective tools in the
compilation of the value proposition, which includes the design and evaluation of the value
proposition. In these two stages of service design, the five principles of service design were
used: value is co-created in service design, service design is human centered, emergence,
context-oriented, and visual.

In the last step, the proposed solution should be implemented, which is usually done
with service design tools such as providing a minimum service viable or creating a business
model canvas. At this stage, among other principles of service design, the principle of
transformation of the service is also considered so that the provided service can have deep
and wide effects not only in business but also in the environment and society.

Paying attention to service design is very important for start-ups that are looking for an
investor to attract the right investor. Future research should focus on creating new service
design tools in entrepreneurial businesses. Considering the limitations of the research, it is
suggested the service design model in other service-based start-ups and in developing
countries are examined. It is also highly valuable to conduct quantitative studies.
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