HE CONTEMPORARY ARTS

Interview transcription (Language: Korean)

Date: 2"¢ May 2014

Time: approx. 1 hour (11:00 -12:00)
Interviewee: JT at ‘E’ Design consultancy
Interview Domain: Skype & Personal meeting
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e Tendency of differences varies depending upon industries and sectors, apart from regional
aspects

e Heavy industry more shown a tendency as conservative and hierarchical

o Degree of complexity : depth and extents of technology/knowledge applied as variables to
determine organizational characteristics
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Requiring managing expectation before or during a project, due to lack of awareness of service
design
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The East: (Korean clients): Tangible and visual outcome focused outcomes are preferred to show
to a key decision maker- e.g. presentation
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A characteristic of service design which emphasizes conceptual and strategic level, rather than
visual outcomes - e.g. graphic and product design- , putting more efforts is required to implement
into making decision.
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Mostly, electronic companies are large in Korea, so there are multiple channels(departments) in
charge

Understanding of service design can vary depending upon a key decision maker's understanding
and preference
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Service design as intangible deliverables

The intangible deliverables should be ensured with tangible processing — concerned with how to
implement the deliverables in actual decision making process

The processing as challenges

The process delivered with varied methods and tools to come up with viable deliverables — e.g.
customer journey

In actual design making process on service design, rational and explanatory elements should
intervene with clear evidence as a part of service design process
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For Korean participants, co-creation and collaboration activities are relatively perceived as
ridicule; tend to hesitate to participate in such activities

Middle level managers concern about risks to unexpected problematic situations, so lack of
authorities and responsibility can cause risk-avoidance within a decision-making in practice
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Hierarchy in Korean companies
Less flexible organizational structure in member’s cognition
Rational and explanatory evidence should be brought together in reporting and decision making
Superiors barely trust juniors’ ones
Superiors as tricky and picky hierarch alike ones
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Military organization alike Korean organizational cultures

Natures of Korean organizations; lack of authorities of middle level managers during projects -
Junior and senior level manager level have a little authorities to make a decision ; authorities to
make a decision are concentrated on a few top key decision makers in an organization

An importance of a role of service design: providing an opportunities of open and exciting
involvement for all participants during decision- making process beyond hierarchy
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The activity itself can be 'back-up evidence' as reducing tricky formalized feedback
process.
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Service design activities can contribute to developing better and smooth decision making beyond
hierarchy, by putting all decision-making participants into one non- hierarchical place: Co-creation
activity

The co-creation activities presumed that those are somehow merged with actual decision making
process of an organization
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Service design and opening scope in terms of building holistic platform

A design deliverable in service design project infers varied and multiple deliverables in relevant
design platform
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The deliverable scope can be relied on organization’s bureaucratic formalization pieces: design
brief

Opening scope towards open and better platform of new service design is determined by input
resources and time schedules.

Making a decision on following phases towards open scope and platform is carried out in flexible
and organic decision making

Yet it depends upon a project condition - resource and time: reality in actual
organizational process

Development of better design tools and methodology for diverse characteristics of organizations
is another role of service design
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Korea: conception of design is making an object towards ‘tangible output' in design process
rather than creating 'outcome' based on broader insights in a short time

Design process can be diluted for making quick production of an object

The UK: Diverse cultural grounding (e.g. ethnicity, rapid change of trend and leading the trend,
infrastructures - museum et.) reside

Supportive working conditions can help draw better inspirational design ideas - sufficient
time for relaxation and ideation in reasonable working time



