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Date: 19™ June 2014 (approx. 80 min.)
Interview Instrument: personal meeting
Interviewee: EG at Design consultancy ‘A’

Meaning of Design
Processing of ideation in chorography for designing
Graphic software rather as a tool for visualization

Sketching and white board allowing dynamics of ideation

N

. When it comes to this approach to this type of design...I've watched another BBC program
that was published around 1999 about your company...what is the major big changes

between when you started with your business in early 90s and current design approach?

Meaning of Design

Huge changes between 90s and 2000s in approaches to design

Confusions on quality of ideas vs. quality of pictures

So, we understand very clear what we do... you know...tools we use and things that we create are enablers
to process. Then they help us informal decisions and test them on people. So, we are very clear to why
draw pictures and why we do things. So, skill element is very clearly separated from knowledge elements.
That 's...that’s the fundamental things...probably...possibly a bit different to many places...

Meaning of Design

Clearer objectives of design project

Design tools for creating clear solutions as enabler

Decision made for clear target customers- validation (testing) available

Skills in use divorced from knowledge based derivatives : accountable ‘drawing’ outcomes with only skilful

drawing
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Meaning of Design

In early 90s, early attempt on integration service into hardware - Telecommunication industry (BT)

’

Telecommunication product for enhancing network ‘experience

Which is human?

=<
0]
]
=
=
Q@
o
S,
W)
10}
@,
Q
S

In 80s hierarchical mechanism device design driven - button

In 90s emerging UI design due to changing technology - soft screen & touch screen
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CAD, 3D tools, emerging data sources

Focused on designing an object

Meaning of Design
Growing needs (5%) of user experience design in given technology - screen in late 90s
Leading to app-based design - widening of extents of design in 2000s

Meaning of Design

Tools in use and skills as parts of design process : limited extents of design

Meaning of Design
Adding brand value emerged beyond making an object

Meaning of Design

Recent design happened

Integration of software, hardware, and service system to the web

Integration in smart devices resulted in decomposing subjects of design — multiple participants for
designing

Notion of designing by multiple participants (stakeholders) for one product (object)
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Significance of structural decision making -mapping
Open minded cultures grounded

Significance of triangulation among organization, customers and technical possibilities

Yes, I think, it is quite interesting. Your company is a kind of

I blamed my father.

No, no! it is coin. He had been a faculty in Canada, University of Montréal, school of industrial design,

hat can be postgraduate. But also, the other we think, the industrial designer was not fully formed
Organizational grounding
Visionary leader’s Personal background
Family tree
Academia background
Multidisciplinary grounding formed

design...fashion design...shoe design ...whatever.... Some of them are very different. Fashion is ver

different to car design....and....if you work for Toshiba, or a brand...you know ...and you are working for ca

company... it's very similar mission. If you are working for a fashion label, there are similarities, but it is

very , very different.
Organizational grounding

Silo led design disciplines happened

You know. If you are an entrepreneur doing your own thing, it is also quite different. One of the things

that we’ve done ...in British industrial design association head on is ...we ‘ve actually written and regarded

proof on modern definition of industrial design. It is new neutral occupation of standards for industrial
design of Britain
Organizational grounding

Significance of structural and stable documented professional certification in design

So the first in the world. and then we are using that to private education, we've solved criterion

sort of things... but it is absolutelyflessential to a sort of define what is constant cross-over for 30 years.

IAnd what changes of what time of...what technology... i ...because we don't do that industrial

design disappear.

Organizational grounding

Significance of structural approaches to education for design professional
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3. Yes, right. That's reason why I am struggling with my research as well, because the
definition of design and discipline for design have been always changing depending on

technology changes

ight. There are...if your practice is not long h there are things that are consistent in the

best practice. and...fairl h to further you are from the best practice the harder is changes....so...

Organizational grounding
Reflective in action in design disciplines

Significance of accumulative and prior experience

ou know...one of the example that I' ve ever seen is...we had a terrible(!) problems back in around 10|

ears ago. we were working with a Japanese manufacturer, which our name was...and...we were working

[ DR R =W (ol (gl Wo]g=alc Melelol gu [Ta 1 (o] Med-{I[eflaS ...we were broadening by the european...so to

speak...subsidiary...because Japanese design office wasn't really in the expectation of European market.

then... and what we found...was ...they were...really...really stuck in 50 or early 60s in terms of their
model.

Organizational grounding

Significance of reflective in action

Less expectation and significance on design and market shows limited extents of design capability

Organization structure and configuration in large organization

Overseas office as extended arms depending on strategic significance of local market

even within the professional itself.

Organizational grounding
Different design principles being existed

Different priorities in professionals

Whereas within the large organizational structures very top down, and autocratic that you get in

Organizational grounding : Organization structure in large organization
Top down structures cause to overwhelm imitation

Top down structures little allowed to form in-depth empathy towards users : i.e. lack of soul

No!! there is...not...not...how is Sony doing compare to Apple? Not very well!?0K ...And and...common

element is...they ...their defining design in a...not the first principle in a learned way from someone else.

got a someone else's design stuff, what s the design about? it's about beautiful object.OK!

its....status about beautiful subject forever. because they don't understand why they are in the|
Organizational grounding
Design leadership
Different design principles being existed

Lack of conception of reflective design lead focusing on visceral and appearance of design
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ah! yes!!
hey don't understand what the design is. they are also reluctant because of a sort of top town culture to|

share leadership visions. because designers are really effective... Dieter Rams...in Braun...Raymond

Organizational grounding

Design leadership

Significance of leader’s vision from the top

Shared vision with members from the top can create organizational empathy towards design

Shared vision can lead to right direction towards design with technology

All the three things are changed but it s different phases....and if you were...what we found in a Japanese)

company was...I will give you a classic... was...designers who desig

buttons do, OK? This is the early 90s. OK? This is what I was. OK? In the early 90s we were a sort o
Organizational grounding
Design leadership

Lack of empathy towards objects causes focus of making another object

I think so! When I saw the BBC program I think you still focused on styling.

Yeah!!That was trend! It was...basically...we controlled what we have stumbled point...and then only now
beginning formalized because other things happening in psychology that we have written...that we 've
built on is understanding of how the context of decision frames irritate towards decision OK? That looks
like a cup. I know that this something that I can pick up and so...I can picture of a cup on a
screen.blah..blah!! and but also...if you put a big green button in a middle of screen that will be easier to
find then a very small grey in an edge of screen.

Significance of understanding of customer’s behavioural decision in use of artefacts

if you put 15 buttons identical which work differences on a screen people would just look at it and then
they would not...not gonna remember where it is if grouping them according to functions or choice. Then
all these things you can do to assist coding to processes to make things seem simpler. That's where we
add value. you know? That s what we are for

Design approach

Significance of understanding of customer’s behavioural decision in use of artefacts

Increasing complexity of object is required simplified process and simplicity in forms and mechanism for
users

User-centric value regarded as additional value

The other end, if you are just an artist and you are creating a picture of front of video recorders that you
like, OK? That model is very common. That ego model is...incredibly, incredibly , common. you know?
Especially, it is happening at the moment in China in a place like that... where...

Ego model in design is opposed to reflection in action model
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Ego model as self-satisfactory model for creator only- visceral element heavy - e.g. China

what you get now is if you are a associate designer with creativity..a certain thing we do. First thing is that
we avoid to talk about design, but we talk about industrial design. OK? We don't talk about product design
because it is not just about object. we do design services. OK? We don't talk about design because it is too
broad. and for us, it is an insult to the engineering designers that we work with.

Design approach

Creating service embracing multiple disciplines as new design term

OK? because an industrial designer is always working in collaboration with technical operation delivery
teams. And so, a good relationship with this guy is the key. Absolutely key!!!And so, if you call yourself
one of them that's not good. If you say differences between me and You that I am a creative designer it's
like everybody says..." Yes...yes we have to be more creative, then we have more vision something like
that. That...that's a halfway. OK? But it's very important to create a role for industrial designers didn't
insult their partners from development team in a parallel equal potentially superior value to force them.
because the other thing happen is ..if you are drawing pictures engineers are still in charge.

Multi-interdisciplinary grounded in design

(I think so) And so, here, engineers will have different decision criteria to customers, but that' s not very
wrong?! It's very simple. You know? Engineers can be like designer...and ..and...they can ..they can make
choices for reasons that suit them. you know? there is always struggling between
everybody...between..egosystemical emphatic and that intuition. This is always happening? we
have...strong...we work very hard here to build empathy in that process. you know? it s basically ....it"' s
create of act but we were very hard to get your head if you were in right place, if you were in right
aspiration.

Design approach

Mutual understanding is necessary

Significance of distinguishing among ego, intuition and rationale

e

Yes, I think you clearly pointed out the vital point about the holistic design. I think for a
couple of decades you probably have worked with many large clients and companies.
But...when we work with large companies but still kinds of what you are saying is a bit
difficult to settle down in large companies. Because large companies are quite big, but
each...role of designers and role of engineers are somehow separated depending upon
department.

Yes!! oh no!! absolutely!! organizational structures are absolutely huge barrier.
Organization structure : large organization

Obstacle of large company in design

Sony company is a classic example of company whose a ...(really) it’s still only beginning to fix it. Ok?
But...I mean, for example, most of the companies do software in different places to hardware. They have
...defined to manage products as isolation from each other, for instance.

Separation of territory between software and hardware : e.g. Sony

Management of product is carried within isolated process separately for as a whole

Intel people starts designing services ...and then fitting object software application back in
code...advertising...into planning structure of service. Then and they create silo experiences ...and then
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...this is you know important when you got platform in play and technology all these technology....things...
and so.

Service design first (in and out) then goes through outer (e.g. advert) and devised system - e.g. Intel
Silo experience is the end

Platform strategy concerning about the inner first- service to be provided

You pointed out Sony example.

There are a lot!! I mean! ... if you are a customer you know...I get (... item ) Sony VIOS laptop. But ...I
...classic example is if you buy a video camera and you plugged it into Sony video TV.

You know. Everything should work!? You know? Everything should work! ditto....you .... I've got Sony
sound system goes on my Sony TV. The interconnection will require someone’s come out from Sony
shop....ah...I now...have three remote controls....I have to push twelve buttons to turn on the TV. You
know...My wife doesn’t know how to turn TV on.

Platform strategy

Sony carrying closed platform strategy within own complex

The complexity caused by adding features on previous product asset

5. 1Itis quite interesting point. I've also interviewed with one Japanese design consultant
working at Seymourpowell. He actually also pointed out same thing. Actually this is issue
about open and closed platform something like this?

Ah...yes....? Not only....but most importantly....these energy about are you creating an object, or are you
creating experience?

Yes I think so.

If you don’t have someone who is accountable for experience, why do we call ourselves in experience like
design. Is that...basically...what our role is? Somebody has to do that. You know? Experience is about
meaning but also Choreography ...those things....

Platform strategy in design

Creating new experience is prioritised

6. You might have worked with British Telecom , which is a large company for a last decade.
What is a major difference? Sony, Samsung...Nokia...BT...all of them are somehow large ..?

I mean...all of the large companies suffer to certain extend ...with silo thinking....amm... the....even...but

convergences started to happen...and....they struggle very often with coordination...and the...that’s one of

the area we help. Because we are good at coordination.

Organization structure : large organization|

Obstacle of large company in design- silo thinking

Coordination for the best ends in organization structure

So....ah...put this way...we...we were working for somebody different dept., in BT. We have to be reporting
to CEO who were in employee. We are kind of very useful exoskeleton for the organization and...one of
the big question, if you were an agency...is why should someone...so important...why don’t they do in-door
house? OK? Very often...big companies...the answer is...because of outsider’s politics. OK? We were ...we
are just basically outside of politics. OK? We are just...basically a voice of customer and the brand. That s
the position of ourselves as very much kind of know-know sense all we care about is your brand, your
purpose
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Project can be carried out in wide extents of departments
Internal political debates hassle to listen user’s voice
Outers can be divorced from internal political debates for the best end

And your customers...and...working with your engineers to make that happens... what...is
hardware...software or whatever. We just...we have deliberate know-know sense style...you know...we don't
run around...the...networking...and stuff like that....people who hear about us are like what we do...p(..) like
us and we work with them and goes well. That's all?!

and design approaches
Product as a whole is delivered as a whole beyond territory issues

Complicated networking issues in internal organizational manner can reduce agility

Western firms willing to listen

If we come up...very often...if...client will ask us...for certain things...and...very often clients sometimes give
us a big brief...and then...”we will come back and say...OK...here four or five options going forward to in the
brief. Here is two. This one breaks to the brief in this way. This one breaks the brief in this way. This...
this... we've got reinterpreted and we believe that these are other things to do.

Design approach

Design project is carried out in iterative process to narrow a gap between client and agent

Design project is based on documentation - brief

Design brief is always reinterpreted in iterative way

And they were listening...whereas (laughing out) some of the other Asian companies that we were working
with ...we...what ‘s happened to this...very often we have been attention...because European marketing
arms are...people who bring us in...OK? They see us as strategically important. OK? And we then get
inserted into political culture where we are A. threat, OK? B...because of the position of design of the
organization...we can’t do our job. Because...we had...give you very good example... The same Japanese
company... We were working in 3D and we were delivering...rotatable things...OK ten years ago. We could
present them in that way in Europe. But before they actually accepted by the client has presentation we
had to take J- pack pictures of them. Because they had 2D design process. And we didn't fit 2D design
process.

R organizational structure - Asian companies

Concerned with Organizational structure

Political cultures intervene - Thereat and vulnerable design position
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Design position is vulnerable in political stances

Vulnerable design position reflected in formalization between client and agent

8. Really?! I think it seems like very annoying process. You have to convert everything to fit

into their process

You know...it’s ...basically...when you...I am a big believer of process. You know...when a process...if you are
committed to process you have to commit to evolving a process. Otherwise all to back. And when a
process becomes execute predisbility(?) ...then...get a bit silly...

R organizational structure — Asian companies

Vulnerable political position reflected in formalization cause additional incremental process

9. I think it is a bit problematic. Nowadays, digital product is not like an object, but more like
a kind of an integrated object merging with software something like this...if a company like
the Japanese company is doing like this in that way, probably they are getting lag behind
of...

Yes!! They...too slowly moved out..yes!!!basically...and the...it’s very interesting. At the heart, the fast
mover of other marketing led companies...there is humanity to say, “Look! We are nothing, if a consumer
doesn’t choose us and loves us.” And when every person in business comes into work everyday all they
should think about “how do we get people all over the world to love us, how do we help them better” All
right?

Design approach

Customer(user) is centre of Digital product (future product)

The bigger the company the more the fragment...etc. what happens you get...the view of company ...two
ways of viewing the company: collection of asset and power!! All is it...team people who help other people.
Ok? If you have had ...that...under...the rule, good companies that have that customers service vision. It is
that kind of customers vision, service vision and that pleases them. A lot of them are good marketing.

Organization structure : large companies

Larger company requires more fragmented departmentalization
Company is collection of asset and power

Company is carried out with organizational manner - rules

Company has to show empathy towards customer

And so...this is important. And it is the reason you get more of it in the Eastern economy and the
Western...is..."the speed of development”!! OK? Back in the...if you think of way of looking at...not in terms
of ‘now’ comparing to everybody. If you look at the GDP per capita... OK? If you look at the GDP per
capita, but...then penetration of...trigger things...like dish washer, something like that...!

Economic capabilit
Speed of economy development in the East
GDP per capita as reflection of nominal growth

Personal objects in house as reflection of grown national economy as nominal indicator: e.g. dish washer
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I mean...I will give you a good example in Korea! When I grew up in Canada, OK? I was born in 1959. OK?
So...and...basically, in the early 1960s when I was a kid we had a Korean post shop from a charity.
Because...90% of Korean was agriculture. You know? And then...just after the war? You know? And then...I
was just...it was just...like Bangladesh!! And I've never forgot when I was first time in Korea in early 90s.
WOW! You know...the progress...!

!

conomic capabilityfl: organizational grounding

Speed of economy development in the East
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conomic capabilityf: organizational grounding
Culturalized design in design is mutual reaction between organization and users — market

Technical objects is reflection of humans’ condition : reflective objects

And also, market! Will take.... what you also have to see is...technical credit culture’. And...Japan,

Korea...and China to certain extend as well. Well you have incredibly intelligent rational thinking engineers.

m

conomic capabilityj: organizational grounding
Culturalized design in design is mutual reaction between organization and users — market

Economic development circulation in Asia based on technical knowledge credit grounding: engineering

organizational grounding

organization as collection of individuals

organization acted with collective consensus of multiple interest bodies
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organization acted with collective consensus of multiple interest bodies
collective decision making based on rationales
collective decision making affected by political interests ; the rationales affected by political interests

powerful political bodies can dominate and intervene driving authentic empathy towards users
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: design leadership
powerful political bodies can dominate and intervene driving authentic empathy towards users

authentic empathy often comes from leader’s vision

organizational grounding
authentic empathy towards users
complex of value chain in economic interests : from manufacturing to open design

unaccountable value chain in traditional economic sense
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Decision making led by a few authorities in HQ in global project : e.g. Asian companies

Physical and psychological distance from users in HQ decision
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Evolution of conglomerates and history of economic growth
Large conglomerates aimed to expand business for financial purpose

Tailoring business for financial benefit expansion

Organizational grounding: economic capability: empathy

Evolution of consumer behaviour according to Maslow pyramid
An object can be reflection of social status in a certain economic stances
E.g. In Asia, refrigerator can be the indicator of visible family economic status

This is one of the hardest things for the Western companies to adjust to is ...in fact...just like hard for
western brands to cooperate the fact...they took ...Japanese ten years to learn how to make car better than
them. You know...Koreans, you guys, learn even faster... you know...no...they are really excellent. You
know, it s very interesting. Kia hired European, Schreye ...in designer to actually...what it is? ... have the
courage to use...the things that designers control, which is look and behaviour for purpose. Ok? If you
don’t understand why to do this, why you are doing this?, what is for? Then, that is , what ‘copy’ comes in.
Copying is just commercial strategy.

Organizational grounding: economic capability: empathy

Evolution of consumer behaviour according to Maslow pyramid
Asian economies learnt fast on how to make
Asian economies drive top-down style incremental change

Know- how led designing causes imitation
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behaviour culture.

rganizational grounding
Technical credit culture vs. emphatic humanistic: behaviour centric

Political manner driven rational based design process leads know-how learning

rganizational grounding
Engineering vs. industrial design
Engineering in use of mathematical tools for managing risks vs. industrial design applying human elements

in visualization

11. Nowadays it's kind of open innovation era according to many scholars and consultant etc.
So, product should be not like a simple object but more like a platform or more like holistic
object. But many Asian companies have been developed very quickly for last decades. How do
you think about Asian companies such as Samsung, which have developed quickly, can achieve
a leader of open innovation?

Open innovation through internet - concerned with IP
Open innovation in creating business: concerned with information leakage issues : confidentiality

Open innovation in manners of commercial openness and technical ones
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strategy

12. I think so. It's obvious. But it's great point. But in beginning of our talk you said that most
of your client’s brief are somehow bad. But you have already had holistic mind as a
designer. But the...somehow...if your clients bring the bad brief that is only focusing on an
object and...how could you...?

Process —led design approach

Service and new user’s experience created through process (design) : making an object can be isolated
from this context : inspiration phase

Inspirational phase regarded as idea exploration to understand context
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Design is not only thinking in inspirational phase, but also doing things for creating new experience with

devised ones

Experience mapping as a part of doing-design

Open design activities can draw customer experience by mapping the journey
Scepticism in open design: limited humber of sample- one-to- one- in open design workshop, limited
access with actual design problems

Open design workshop as still exploration
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13. But, I think it’'s still depending upon company'’s situation. If a company is very mature and
established, they probably are much more open mind, when you suggest open scopes

and...when you ...

Communication with customer for creating new experience is the key for open innovation

Evidences drawn from customer experience journey can be the key to suggest new hypothesis
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On-going debates in design process between creating new customer experience and constraints from

organizational issues: decision making on financial and deployment issues

Rational reasoning based creating new experience through funnel process

14. You are a kind of person who is educated person in engineering and design. You might
have very good perspectives about all of those things. But most of the designers, most of
the engineers about are not...
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Centerpiece designers are to be raised from education field, rather than T-shaped person,

Short term: learning skills based on common foundation on ID disciplines
Longer term: learning human experience

To be holistic designer

Significance of recognition of human experience in organization
Reorganizing organization for understanding human experience

Employing human resources
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Lack of empathy towards customers
Design as make —up for appearance only : sharp corner - lack of empathy of human experience
Hardware centric and complicated software

Design Leadership /Design centric organization/Large Organization- SONY

Elements to be reviewed for design centric organization

Overhead cost spent and R&D cost

- Sony/ Lenovo/VW
Overwhelmed expensive investment into R&D areas in Asian companies - human resources and financial
investment

Cost-sum is concerned in engineering centric manufacturers

Engineering centric organization often characterized as Brutal, efficient, numeric, sheer

: Sony

Elements to be reviewed for design centric organization

Rebuilding design ownership

Diluting territory issues between hardware and software in an organization

Platform sharing between product lines

20. But this is my idea and assumption, this is a kind of politics isn't it? Some engineers already
dominate...

Technology that was totally caught ...IT has given major Eastern manufactures massive and massive

problems. They boost too fast. You can’t ...technic-credit and rational long term vision is very difficult to

implement when something pops up from San Francisco.

Design Approach / Economic capability / Organizational grounding - the East
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Rational and tech credit grounding hardly respond to ill-defined smaller design enquiries - e.g. San

Francisco

-the West
Innovation referred to fruitfulness

Smaller to be big : project- based , size etc

Design practices often reflected in maturity of mentality on individuals viewing an object like growth rate
of GDP per capita

21. I think that’s the reason why most of creative industry, most of the companies are quite
small and medium size, so they can be agile.

So, as an educator if you say something to your students to be the best designer, what would

you want to say for the future designer in the digital economy?
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Empathy towards consumers and meaning( but lack of meaning in Asian companies’ approach)
visualization skills and capability of describing new scenario

documentation capability embedding problem-solving capability

responsibility embracing holistic design process to the ends

22, You are now a visiting lecturer in RCA. There are a lot of Koreans..
Very badly used, Samsung always have a bunch of...exe...so the...

It's quite interesting. I also figure out there are many Samsung designers who study in RCA...

A tons in lots of place, some of them in hardware, some of them in service, a lot of them study in service
UX, Ul...and they see...what they see is ‘need for strategy’. I think that way of a lot of Asian company are
going to implement is that existing design department from change. But they introduce service design
layer create strategy and they say here is service. Oh! By the way we need box. Here is design brief. Here
is look and feel on the top line. I will be directing from that. And so the real thing ...and real interesting
thing is how much politics emerged. Between service design layer and product design layer. And...only way,
that’s going to work if it fits within design department. And you have product planner...design...service

design lead and then they ...because design manager, creative directors for cross-different platform.

Silo style design education led by Korean company
Implementing new design disciplines into existing design dept.
Appearance is priority

Internal politics can be expected if it is the case of silo design

Holistic design manager who can cross all disciplines is vital

- the UK

English and Anglo-Saxon culture in design education: old fashioned vs. traditional critical ways

Holistic sense and perspective required, rather than learning skills of IT or software
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Individualism vs. collectivism
Relatively, British companies have suffered from conservative hierarchical manners - privilege, existing
royal status etc., in comparison with the USA and Canada that balance between individuals and

organization

happens to individual things. It has been around long time...OK. There is growing appreciation of rule of
responsibility, freedoms have responsibility. There is no freedom from responsibility. So what you tempt to
get in cultures where there is a limited freedom stage 1 of freedom, “just go crazy” . so...so...lots of
designers in China, for example, “love ideas! They just love the idea, their idea. Sketch!!. They can have
it. Great idea! And you can’t say “there is an idea?”, * why is that good idea?”, “why should we invest
hundred thousand pound to get fifty engineers to make turret (?) and do all the things”, * no idea”

Collectivism and vertical hierarchy in Chinese organization
Lack of individual freedom and responsibility causes lack of ‘know-why’ capability in design ideas: do-it

first without consideration of why to do

and so, that’s all the culture thing. You don’t get a sort of ...so, as long as they interpret design as being
about skills, pictures and creativity...they never progress. And engineers still dominate. And ...the real true
design culture that are about experience and empathy, responsibility...so...

Collectivism and vertical hierarchy in Chinese organization

Design as skillful drawing pictures
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Engineering dominated without know-why
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