
CREATING SERVICES THAT DISRUPT 
Darryl Feldman



18+ years of experience specialising in product strategy and development 
7 years of product leadership experience working client side 
9 years creative direction experience working for consultancies and agencies 
15 years of experience in building and leading teams 
6+ years of entrepreneurial experience in start-ups  
!
A former designer and active educator in the design field. 
!
Strengths in developing consumer facing products, end-to-end services and 
hardware / software ecosystems.  
!
Experience in helping companies transform themselves and disrupt using digital 
technologies and great design. 
!
!

WHO AM I?

WORKING IS NOT WORK: DARRYLFELDMAN.COM

HTTP://DARRYLFELDMAN.COM


WHAT I WILL TALK ABOUT TODAY? 
!

DISRUPTION 
SERVICE DESIGN 
A PERSONAL CASE STUDY 



AN OVERUSED 
INDUSTRY 
BUZZWORD BUT 
MORE RELEVANT 
TODAY THEN EVER 

THE TERM DISRUPTIVE INNOVATION COMES FROM THE 1997 BOOK  “THE INNOVATORS 
DILEMMA’ BY CLAYTON CHRISTENSEN 



DISORDER 
INTERRUPT 
DISLOCATE 
BREAK 

TRADITIONAL 
MEANING OF WORD 
- NEGATIVE. 



RETHINK 
CHALLENGE 
INNOVATE 
GROW 
!

!

!

DIGITAL 
MEANING OF WORD 
- POSITIVE. 



JOINING 
THE DOTS 

TOGETHER 
!

!

!

IN WAYS 
UNTHINKABLE 
5 YEARS AGO 
!

!

!

DISRUPTION IN 2014 MEANS 



“NORMAL SERVICE WILL NOT BE 
RESUMED AS SOON AS POSSIBLE”



THE DOTS (AS ALWAYS) 
!

!

!

!

!

PEOPLE BUSINESS TECHNOLOGY 

PROCESSES 
INFRASTRUCTURE 



THE DIGITAL WORLD WE ARE IN RIGHT NOW 
CAN ENABLE DISRUPTIVE MAGIC MORE 
THAN EVER BEFORE. 

!

!

!

!

!CHANGING 
INFRASTRUCTURE 

+ = DISRUPTION 

CHANGING 
CONSUMER  
BEHAVIOURS 

PEOPLE BUSINESS TECH PROCESS 

#mobile, #always-on, 
#techsavvy, #choice, 
#informed, #global, 

#conscious 

#speed, #transform, 
#digital, #competition, 

#ecosystems, 
#transparency 

#cloud, #scaling, 
#postpc, #profits, 
#tooling, #bigdata, 
#internetofthings  

#automation, 
#lean, 

#distributed, 
#softwaredriven  



BUSINESS AS UNUSUAL 
!

!

!

!

WE NEED TO GET OUT OUR COMFORT ZONE 
TO RIDE THE NEXT WAVE…



AND THE NEXT WAVE IS MORE LIKE A 
FUCKING TSUNAMI…



THE NEXT WAVE: SPLASH FACTORS

90% OF THE WORLDS DATA CREATED IN THE 
LAST 2 YEARS [E.G. 5.7K TWEETS PER SECOND]

WE EACH RECEIVE BETWEEN 3000 - 25000 DIGITAL 
MESSAGES A DAY - ONLY ~250 WILL SINK IN

77% OF US DUAL SCREEN WHILE WATCHING TV

PHONE PC TV

GLOBALLY MEDIA CONSUMPTION IS HIGHER ON 
PHONE THAN PC OR TV



THE NEXT WAVE: SPLASH FACTORS

YESTERDAY:

TODAY:

INNOVATION POWER RAMPS UP TO DISRUPT 

X10 POTENTIAL 
INNOVATORS

$

$$$$$
$$$$$

1/10TH COST 
TO INNOVATE

100X INNOVATION 
POWER



THAT MEANS YOUR CUSTOMERS 
(ESTABLISHED BRANDS) ARE FACING AT 
LEAST 100X THE COMPETITIVE THREAT. 
!

THAT MEANS YOU ARE TOO.



ALSO TRADITIONAL 
MARKETING 
APPROACHES TO 
BUILD BRANDS 
ARE DEAD AND 
NOT IN TOUCH 
WITH MODERN 
ATTITUDES.



SO WHO ARE THE NEXT WAVE OF INNOVATORS?

X



SO WHO ARE THE NEXT WAVE OF INNOVATORS?

?



SO WHO ARE THE NEXT WAVE OF INNOVATORS?

THOMAS SUAREZ 
12 YEAR OLD APP 
DEVELOPER

DANEBOE  
CREATOR OF YOUTUBE 
HIT ANNOYING ORANGE

PEBBLE 
KICKSTARTER 
CAMPAIGN

9.1 MIO DOWNLOADS 10.3 MIO FUNDING RAISED 3.5 MIO YOUTUBE SUBS



TODAYS MEDIA HEADLINES 
(FROM TWITTER :)



HOW TO SURVIVE 



ADOPT A DISRUPTOR’S MINDSET…

ANYTHING IS POSSIBLE ATTITUDE 
SEE PAST THE PROBLEM AND TO THE SOLUTION THAT DIGITAL CAN HELP YOU DELIVER - 
CREATE YOUR OWN PERSONAL REALITY DISTORTION FIELD 
!
APPROACH YOUR PROJECTS LIKE A STARTUP 
USE CONSTRAINTS TO DRIVE CREATIVITY - WHAT IS THE MINIMUM VIABLE SERVICE? 
!
OBSESS ABOUT YOUR CUSTOMERS 
CREATE EMPATHY, GET CLOSE AND LISTEN TO WHAT YOUR CUSTOMERS DEMAND, THE 
ONLY WAY TO GUARANTEE LOYALTY 
!
EXPLOIT DIGITAL PLATFORMS 
LEVERAGE FREE TOOLS AND DISTRIBUTION NETWORKS TO REACH AN AUDIENCE FAST 
!

!



THINK BEYOND WEBSITES, APPS, PRODUCTS, CAMPAIGNS 
THESE CAN BE EASY TO THROW AWAY AFTER USE…DESIGN 
END TO END SERVICES THAT FIT WELL INTO PEOPLES LIVES 
AND CREATE LONG-TERM SUSTAINABLE VALUE.



PRODUCT DESIGN TENDS TO 
FOCUS ON A STANDALONE 
TOUCHPOINT, FUNCTIONS AND 
USER INTERFACE

SERVICE DESIGN IS A MORE 
HOLISTIC APPROACH TO IDENTIFY 

END TO END CUSTOMER 
JOURNEYS, PROCESSES, AND 

ADOPTION DYNAMICS 



SERVICE DESIGN IS A THING TEAMS CAN DO RAPIDLY AND CAN BE 
PART OF AN AGILE WAY OF WORKING. 
!

IT CAN BE USED TO IMPROVE A SERVICE BUT ALSO IS GOOD TO 
FRAME NEW AND DISRUPTIVE ONES. 
!

IT HELPS DESIGNERS THINK OF THE BIG PICTURE BEFORE 
JUMPING INTO DETAILS. 
!

IT APPLIES DESIGN THINKING TO PROCESS, SYSTEMS AND 
PEOPLE 
!

MORE ON SERVICE DESIGN: THISISSERVICEDESIGNTHINKING.COM

http://THISISSERVICEDESIGNTHINKING.COM


MY OWN PERSONAL DISRUPTION STORY



3D PRINTING - A COOL AND NEW 
DISRUPTIVE TECHNOLOGY BUT WITHOUT A 
REAL USE FOR THE MAINSTREAM?



IT STARTED WITH A BROKEN FRIDGE BOX.



FIXER: HOW I JOINED THE DOTS

PEOPLE BUSINESS TECH PROCESS 

DON’T WANT TO 
CREATE LANDFILL

WANT TO FIX THINGS 
EASILY THEMSELVES

WANT TO CUSTOMISE & 
MAKE PERSONAL

3D PRINT INCREASING 
RESOLUTION

3D SCANNING & 
IMAGING ON PHONES

BIG DATA & THE CLOUD

PRINTING ON DEMAND 
& LOCAL SUPPLY CHAIN

CROWDSOURCING OF 
KNOWLEDGE

E-COMMERCE 

COULD THERE BE A 
COMMERCIAL 

MODEL?

DISRUPTION FACTORS

CHANGE IDEAS ABOUT 
CONSUMING 
!
SELF ENABLEMENT 
!
NEW FORM OF CREATIVITY 
!
MAKER COMMUNITIES

BRINGING TOGETHER MATURING 
& CUTTING EDGE 
DEVELOPMENTS TO CREATE 
SOMETHING NEW 
!

CREATE A LOCAL ECOSYSTEM 
OF 3D PRINTERS 
!
ON DEMAND & 24 HOUR 
DELIVERY 
!

CHALLENGING BIG CONSUMER 
BRANDS AFTERSALES 
!
NEW BUSINESS MODEL BASED 
ON SUSTAINABILITY NOT NEW 
PRODUCT LAUNCHES 
!



HACKING THE PHYSICAL WORLD…

FIXER: CREATIVE INSPIRATION



…TO CREATE OBJECTS OF FUN AND BEAUTY

FIXER: CREATIVE INSPIRATION



…THAT EXTEND THE LIFE OF EXISTING 
THINGS TO PREVENT WASTE 

FIXER: CREATIVE INSPIRATION



FIXER: SERVICE 
OVERVIEW



VALIDATION OF CONCEPT MEANT PROTOTYPING FIXER 
IDEAS WITH 3D PRINTING AT BERLIN FAB LAB



FRIDGE BOX FIXER THAT TRANSFORMS A BROKEN THING 
INTO AN OBJECT OF FUN AND BEAUTY



CUSTOMISED KICKER PLAYER 
REPLACEMENT WITH 3D 
SCANNED HEAD

TIN CAN FIXERS 
THAT EXTEND THE 
USE OF EVERYDAY 
OBJECTS



THANKS - GO FORTH AND 
DISRUPT, HACK THE WORLD … 
AND APERTO :)


