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Our Service, Standards for growth, is ideally 
meant to be a part of an already existing 
platform called EREK and ECCP.



Its functions are to entail an easier and 
seamless way for SME’s to collaborate with 
each other, and expand their business while 
being ecologically conscious. It drives them to 
get certified with certification/s that is deemed 
most suitable and nudges the SME’s way 
towards greening of their production. 


OUR SERVICE - BRIEF
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Feasibilty


Willingness 


We had a concept that was arised 
from understanding the works of 
EREK, and the already existing ECCP 
that partnerships in SME’s are vital, 
but we needed to confirm, how 
feasible the idea is, regarding the 
contracts or SME’s ability to apply for 
the certifications.



After we understand the feasibily of 
the general fucntions of the service, 
through co-design we wanted to 
involve the stakeholders and users to 
see how willing they are to not just 
follow the guidelines,but also if they 
believe that this service can lead to 
betterment of the business involded 
from their point of view.
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AIM OF CO-DESIGN

Filling the gaps


Streamlining


Impact


The inevitable and very necessary 
part of codesign that we anticipated, 
was the understanding of where our 
service weak links are, and how to 
replace them with something that 
works



Current idea is under a big umbrella 
with clear desired result. But it would 
help the service to be more 
streamlined in a way where we are 
more focused on few (one/two) main 
functions and how to approach that, 
instead of having multiple sub-
functions that dont yeild the same 
impact.



The final idea is to test how impactful 
the service really is, when it is used or 
handled by the users and the 
stakeholders.


Through the co-design sessions that 
we had planned we wanted to learn 
what are the possible loose links that 
existed in our idea.
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EVOLUTION

Through this map, we described our 
starting service. Some of its 
components, the co-design sessions 
have modified/confirmed some 
elements, others still have been born. 
Through the booklet, we will explain 
the co-design sessions, and through 
this map, it will be visible how the 
service has changed according to the 
insights gathered during the events.

You can see the map complete on 
page 45.
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IMPROVE THE CONCEPT



Co-design with users

The first event, called "happyhour + co-
design" was organized with five 
entrepreneurs of SMEs: either owners or 
managers of the strategic department 
who work and make decisions daily in 
close contact with the owners. The goal 
was to validate and implement our 
service by submitting it to the real users 
to analyze their conditions in accepting 
it.



Why in presence

We organized the in presence event 
because want to have all the guests 
around a table to create a harmonious 
and engaging discussion. The in 
presence meeting is a way to 
accelerate networking and knowledge 
among guests who meet for the first 
time. In addition, the informal location 
allowed us to overcome some initial 
barriers of awkwardness. The 
conversation also benefits from 
freedom while speaking, without all the 
constraints that online calls dictate.

Online

with stakeholders

Physical

with users

When: 17 November 2021

Who: two expert

Where: call on Microsoft Teams

Tools: Miro board

Aim: check the service feasibility

When: 10 November 2021

Who: five Small Medium Enterprises

Where: Otto, Milan.

Tools: papermade

Aim: validate and implement the 
service


TWO CO-DESIGN SESSION

Co-design with stakeholders

The second event, called the "online 
co-design event" was organized with 
two expert stakeholders. Both were 
involved in representing the 
institutions in which they work. 
European Cluster Collaboration 
Platform, Enterprise Europe Network, 
and Confindustria are the main 
stakeholders for our project because 
they are the ones with whom our 
project has to create links to exist.



Why remote

We organized the session remotely 
due to the commitments of our guests. 
As they requested, the event was 
organized during working hours as 
an online session to be compatible 
and included in their call schedule.

We decided to create two co-design 
sessions to focus on different needs, 
guests, and desired outputs for each 
session. Having busy professional 
adults as guests, we tailored the 
communication of our sessions to their 
interests, and from now on we will 
refer to the co-design session as an 
"event".
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SMEs and experts

We accurately researched to find the 
people to involve in our co-design 
sessions. Firstly the actual users of our 
service so the Small Medium Enterprise; 
secondly, the experts in this field 
identified in the previous phase as 
stakeholders. For both, we checked the 
platforms we believe our service can 
work with and contacted them.



Our initial search pool was the 
European Cluster Collaboration 
Platform: within it, we identified the 
Lombard clusters present in Milan, and 
with them, we activated the 
communication for the request to 
collaborate. Once we identified who 
responded positively to our call, it was 
possible to ask them to use their 
connections to involve other key guests. 
The initial communication was by large 
numbers via a general interest 
gathering email sent to many contacts. 
Later, with those who responded with 
interest, we engaged in more 
personalized communication.

ORGANIZING

Crossing the agendas of 7 
busy people to find an 
available time for all was a 
challenging task. We must 
thank the participants for their 
great interest and willingness 
to participate in the events.

Comunication with guests

The communication was handled 
through email, LinkedIn, phone calls, 
and WhatsApp channels. Initially, we 
requested their willingness to 
collaborate with us on our university 
project in response to the call 
"Conference on the Future of 
Europe"; after their positive response, 
they received more information about 
the location and agenda of the 
event.



Afterward, we conducted the co-
design session, and to thank them we 
shared the material produced for 
today. This is a way to thank them 
and to let them know how their 
participation impacted our project. 
Finally, we invited the guests to 
attend the final event in January to 
celebrate the presentation of the 
projects of the entire Product Service 
System Design-Section 1 course of 
study.

1.

First contact

ask for their interest 
and define details



2.

Physical/online 
contact

Perform the session



3.

Future contact

Keep them updated 
on the evolution of 
our projects

FIND THE RIGHT PEOPLE CHANNELS
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MAIL STRUCTURE



oTTo 

Via Paolo Sarpi,Milano MI
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The aim

To understand how SMEs navigate 
through our service to understand 
their needs and problems better. 
Validate if our service addresses their 
uncertainty problem and how to 
implement it.



What?

To set up a physical co-design 
session for mutliple SME owners to 
help understand their green transition 
limitiations and current initiatives that 
they are taking up.



Who?

Users, Small Medium Enterprises



Where?

Otto, Chinatown, Milano-Italy.

Otto is a venue that describes itself as 
"A place for when you want to go out 
while staying at home." Is a bar, a co-
working space, a place for events 
and meetings. We felt it was the 
perfect place to hold our event, and 
the staff was very helpful in providing 
us with the space and time we 
needed.

When?

10 November 2021, 7 pm.

The co-design session was set to last 
an hour due to guests commitments, 
but we're  to say that guests 
decided to stay for 2 hours overall.



Language

The event was held in Italian in order 
to allow the SME representatives to 
express themselves directly in their 
mother tongue, considering that not 
all guests have the same level of 
English.



happy
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CO-DESIGN SESSION 1: PHYSICAL

All government regulations due 
to the health emergency were 
respected. The event was held in 
a public space after scanning 
Green Passes and maintaining a 
safe distance at the table.

PHYSICAL SESSION



oTTo 

Via Paolo Sarpi,Milano MI
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Diego Bosco Andrea Cantamessa Fabrizio Guarrasi Ivan Zucchetti Marco Del Bello
Diego has a degree in 
Industrial Biotechnology and 
two masters in Business 
Administration. He is the CEO 
of BioC-CheM Solution Srl and 
is involved in different profit 
and no-profit organizations, 
with different management 
roles. He has experience as a 
management consultant, 
Temporary Manager for 
helping SMEs in Fund Raising, 
and Grant officer. He has 
been working for almost 10 
years in the Lombardy Green 
Chemistry Cluster.

Andrea manages, together 
with his brother, Smater s.r.l, 
an Italian company 
manufacturing plastic and 
rubber parts. The company 
has experience matured in 
over thirty years of work and is 
based on the cooperation of 
about 250 employees. The 
company is a subcontractor 
which prints on customers' 
request products of different 
nature and application fields. 
The company has set a goal 
to reduce its impact by one-
third by 2030.


Fabrizo graduated with a 
Master in Product Design and 
Innovation at Politecnico di 
Milano, he is the co-founder 
and CEO of inNavi. He is 
working as project manager 
for Lombardy Energy 
Cleantech Cluster. He 
develops, through synergies 
between different actors, 
innovative projects capable to 
support technological and 
environmental actions. He 
manages and implements EU 
projects related to 
Sustainable Development and 
Energy Transition.

Ivan works as Sales and 
Strategic Director at Freri e 
Brignoli, an Italian company 
specialized in the production 
of marble, stone, and granite 
products. The company is a 
micro-enterprise consisting of 
two owners and 9 employees. 
The company operates in a 
niche market for bespoke 
luxury products, attention to 
detail for the customer's 
desires is a priority. The 
company is aware of its 
impact and wishes to work on 
it.

Marco studied economics at 
the University of Milan-
Bicocca and works with his 
father in the administrative 
area of the family's sales 
company, Centrale 
Ortofrutticola di Del Bello 
Massimo & C. The company 
deals with fruit and 
vegetables wholesale and 
GDO (large-scale retail 
trade). He has his own small 
company in Spain, in which 
he is interested in investing in 
projects based on ecological 
transition.

GUESTS
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19:00 - 19:05


Welcom
 Contextualise our projects




19:05 - 19:15


Presentatio
 Warm up




19:15 - 20:00


Co-design sessio
 scenari
 understand your initial 

positio
 identify the right 

opportunity for yo
 understand the impact 

from case studie
 test the market!




20:00 in poi..


Feedback and cocktai
 doubt-like-improve activit
 invitation to the event

tool

Activity card “Presentazioni”

ID card

tool

Activity card “Benvenuto”

tool

Activity cards “Scenario” 
“Identify” “Discovery” 
“Impact” “Market test”

Board

Diary toolkit (post-its, 
pencil, eraser, diary)

Characters

Pencil

Markers

tool

Board

Cocktails

AGENDA

Agenda

The event, called "happy hour + co-
design" was organized following a 
format that would entice our guests 
to go in attendance. The agenda 
was shared with them in advance so 
to have them informed of what was 
coming.



The event was organized considering 
the duration of one hour, although 
the guests decided to stay with us for 
two hours, extending the duration of 
each activity with their discussions.


“You need to organize these 
activities more often, I had 
two proseccos, and these 
hours flew by talking to you”

Tools

Each activity included different tools, 
and you can see them on the next 
page. We will now explain them 
through the description of the 
activities.



ID card: is the tool used for the 
presentation and warm-up activity.



Mainboard: is the tool used as a 
display board for the main activity.



Characters: are the guest pawns, one 
for each SME.



Activity cards: are the tool to dictate 
the rhythm of the session; each guest 
receives theirs at the beginning of 
each activity.



Diary toolkit: is the tool that collects 
the guest's items. Inside are post-it 
notes, pencil, eraser, and an agenda. 
The tool, after the activity, remains as 
a gift to the guests.
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MAINBOARD ID CARD

CHARACTERS

ACTIVITY CARDS

DIARY TOOLKIT



Activity cards “Benvenuto”

To dictate the flow of the session, we 
have provided Activity cards that have 
been distributed to each step. On each 
activity card, there is the name of the 
activity and a short explanation that 
helps guests remember what to do. 
Each card on the back has an 
explanatory image or a small 
clarification of the activity. During the 
activity explanation, the corresponding 
Activity card is distributed to the guests, 
after the use they can put it back in the 
Diary toolkit.



Why this tool

The aim is to give the guests a way to 
follow the session, and have a small 
recap of everything in their hands. In 
addition, at the end of the co-design 
session, they have collected all the 
cards and can quickly review the route 
taken.



Did it work?

The tool helped provide an itinerary; 
we saw guests collect each card and 
reread them during each activity in 
case something was unclear. 
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The first activity was to welcome 
guests into the space and show them 
the site of our event. We organized 
our materials on a table available to 
accommodate eight people (five 
guests plus three hosts) in a 
designated area. As soon as the 
guests arrived, they were able to 
locate our space marked by the tools 
organized for the event.



We introduced the session by 
contextualizing the event within the 
project "Conference on the Future of 
Europe"; we presented in a few 
words our project as coming after 
several months of research and 
reflection around the theme, and we 
expressed the willingness to improve 
it with them. Finally, we explained the 
visible elements to their eyes to clarify 
what they would be used for and 
how.

1. WELCOME
TOOLS USEDFIRST ACTIVITY
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Diary toolkit

This tool is an individual tool for each 
guest with everything needed to 
participate in the co-design session 
inside. It consists of two elements: the 
case and the diary. The case contains 
a pencil, an eraser, and post-it notes 
to carry out the activities. It is slipped 
on the cover of the diary and can be 
removed by sliding it to the right.  
When inserted, it can be used to hold 
Activity cards that are handed out at 
each activity. The diary is used for 
guests to take personal notes during 
the event and remains as a gift to 
guests who attended the event.



Why this tool

We have designed this tool to make 
each guest feel involved. Having your 
material makes you more inclined to 
contribute by having everything you 
need at hand.




Did it work?

The case was very useful for 
organizing materials, the journal was 
not used during the activity but we 
hope it can be used in the future.

Diary toolkit Diary - Case



Activity card “Presentazioni”



ID cards

These are paper tools that are useful 
for performing the warm-up activity. On 
the card, there is a line on which you 
can write your name, while the other 
three lines are for the activity. Once the 
activity is completed, the paper is 
folded on the colored line and 
becomes a placeholder for each guest.



Why this tool

The purpose of the activity is for the 
guests to get to know each other by 
sharing their background experiences. 
It helps participants get to grips with 
the topic of SMEs and how they work. 
The placeholder is a way to facilitate 
the discussion among the guests that 
the others participating know how to 
refer to him.



Did it work?

The tool allowed everyone to introduce 
themselves to the rest of the group. 
Also, trying to guess the false sentence 
about a person you just met made the 
game more fun and engaging.
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As a first icebreaker activity, we 
created presentation cards. We 
called the warm-up activity "Due 
verità e Una bugia" translated "Two 
truths and one lie".



Firstly, the activity involves the guests 
writing their names on the ID card. 
Secondly, there are three lines on the 
card where they have to write down 
three common places that are usually 
said about their business/related to 
their work: two are true, and one is 
false. Reading them aloud in turn, the 
other participants have to vote and 
try to guess which one is the lie.



To explain the activity, one of us 
started by publicly explaining his ID 
card and then passed the word to the 
guests in turn.

2. PRESENTATION
TOOLS USEDSECOND ACTIVITY
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Warm up activity

Placeholder with nickname

20



Board

The board is the tool for the main 
activity. It is divided into six areas, each 
of which specific for a different activity. 
Generally speaking, the activities, 
which will be explained below, 
required the interaction of the 
participants to enter their comments/
opinions through post-its on the board.



Why this tool

The board's purpose is to visualize the 
journey that guests are taking through 
the stages of our service. It is also useful 
to collect the interactions and 
discussion of the guests concerning 
each step of the experience thanks to 
the visual allocation of ideas on the 
path.



Did it work?

In general, the map worked as a tool to 
gather discourse around a single 
element. However, we felt some 
resistance from the guests to use the 
post-its: they were used but they were 
associated with a moment of individual 
reflection, the insights that emerged 
during the debate and activity were 
reported by us moderators in order not 
to interrupt the conversation created.
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We designed a tool that could be 
placed in the center of the table to 
get into the heart of the co-design 
session.  Around it grows the 
constructive discussion between 
moderators and guests.



On the table was placed the map of 
our service as if it were a path, a 
journey. Each guest was represented 
with a token that with each activity 
was moved to the next step.

3. MAIN ACTIVITY
TOOLS USEDTHIRD ACTIVITY

Activity card



Characters

The checkers are paper tools that 
represent stylized people, 
symbolically representing each SME 
present at the event.



Why this tool

The characters are designed for each 
guest to immerse themselves in the 
journey of our service. They show 
visually and instantaneously to 
everyone what activity is on the 
stage, and when to move on to the 
next one.



Did it work?

The characters were a helpful 
element in following the steps, but 
since the participants' attention levels 
were high, the process might have 
worked anyway. Moreover, the 
guests did not identify with their 
character because there was no 
personal moment with the object.
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This activity represents the core step 
of our service: understanding 
whether the market is interested in 
working with the SME once it has 
undertaken a green transition 
certification. But what are the 
interests of possible buyers? What 
guarantees do SMEs want to keep? 
The activity saw the guests split into 
two groups: one group of two guests 
played the role of the SME that wants 
to test if the market responds 
positively to its transition, the other 
group composed of the other three 
guests played the role of two possible 
interested collaborators.



The interested collaborators were 
two SMEs, one specializing in large 
numbers and low prices, and the 
other with a select clientele and high 
margins. Some elements to trigger the 
conversation were "the contract of 
sale for a future thing" or "the contact 
information" or “funding”.

This activity ended the journey by 
asking guests for feedback on our 
service. We asked them to stick post-
its in one of the three areas of the 
map provided for "what leaves me in 
doubt," "what I like," and "what I 
would improve." This open 
conversation left room for a variety of 
comments and suggestions about the 
entire service, from the early stages 
to the latest.

The third step is to understand which 
certification is the right one to choose. 
There are several opportunities 
available to companies, but what 
elements make them choose one over 
another? The activity requested to the 
SMEs present at the event was to 
discuss which aspects they consider 
relevant in such a decision. Through the 
post-its attached on the map during 
the discussion, it was possible to 
understand the main factors and 
debate their relevance and subjectivity 
for SMEs.







The value of example is key to SMEs. 
Understanding how those who have 
already taken the path I need to take 
have done is a great help. The activity 
involved proposing a case study to the 
guests together we needed to discuss 
its content to understand how each 
SME is interested in different aspects of 
comparison with other firms.

The scenario activity introduces 
guests to the theme of our project by 
leveraging a family situation. The 
guests listen to the scenario 
presented through a speech that 
describes the current environment in 
which SMEs operate. Several 
opportunities arise from the green 
transition through the adoption of 
certifications but the uncertainty 
blocks the investment. The main 
problem is the lack of knowledge in 
the future: will the future impact be 
able to repay or not the effort?






The Identify activity purpose is to 
explain what the first step of the 
service is, once the opportunity for 
green transition is understood. 
Companies need to understand their 
internal situation to make changes. 
We asked the guests if they are 
aware of the impact of their 
company: to understand their level of 
awareness we first asked them to 
indicate which activities they do, and 
then to put it on the map according to 
the frequency with which they are 
interested. The purpose is to create 
discussion among the guests about 
which elements they can take into 
account as a starting point for a 
green transition.

3. MAIN ACTIVITY
3_DISCOVERY 5_MARKET TEST 6_FEEDBACK1_SCENARIO

2_IDENTIFY 4_IMPACT
& COCKTAILS

We asked for the first round of 
cocktails at the beginning of 
the activity. It was a nice way 
to accompany the moment of 
signing the image release.



In the end, there was another 
round for those who wanted it. 
In the meantime, after 
thanking them, it was 
satisfactory to see them 
exchange their business cards 
and continue the 
conversation.
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1_SCENARIO



The user confirmed our SME's vision 
created through research and 
analysis.



2_IDENTIFY



Awareness: SMEs frequently take up 
activities to investigate their impact. 
They understand the importance of 
broadening the knowledge of their 
firm to act to improve it. 


3_DISCOVERY



It has emerged that SMEs are 
interested in various KPIs when they 
have to make a decision. But in 
general, the possibility of 
understanding the impact of the 
investment in the short, medium, 
and long term emerged as the most 
important. Regarding the long-term 
impact, the possibility of 
understanding the relationship 
between the areas of interest that 
the certificates cover and 
supranational regulations.
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PHYSICAL CO-DESIGN OUTPUTS

4_IMPACT



Regarding the case studies, it 
turned out that guests gave them 
more relevance than we expected. 
More than the characteristics 
describing the specific case, the 
SMEs asked for the possibility to 
direct interaction. SMEs expressed 
their interest in talking with the 
company that has undertaken the 
path before them. If not feasible, 
the possibility of having an 
intermediary who can manage and 
guarantee the information.



5_MARKET TEST



All of the proposed tools were 
appreciated and used during 
different conversations. Specifically, 
it emerged that companies make 
decisions by also observing what 
other companies are doing, raising 
the question of data visibility on the 
platform. In addition, a company to 
provide trust must consistently see 
that the pact is respected, on both 
sides.


6_FEEDBACKS

Doubts

How you interact with people



What I like

that it is an open innovation 
platform; transparency/simplicity 
of language/trust/clarity



Improvements

smart specialization strategy for 
the region; I would make it more 
human; an intermediary 
manager to manage 
relationships



4. RESULTS





5_INSIGHT

Companies want to have a binding 
agreement between themselves and 
other SMEs, so they can trust those 
with whom they are working and in 
the meantime protect themselves.



6_INSIGHT

SME gets too much information and 
not enough useful information. Often 
many opportunities are not exploited 
because they are unknown.  SMEs ask 
for clarity in communication: 
language must be appropriate and 
understandable. 

1_INSIGHT

They showed interest in the case study 
phase. There is interest in being 
connected to companies that have 
already undertaken the path they want 
to take.



2_INSIGHT

Frequently, several companies 
interested in the same products or 
grouped in the same area can mutually 
benefit from collaboration. Suggestion: 
the possibility to facilitate the formation 
of the cluster. Create an opportunity for 
suggesting collaborations to 
companies in the same area or 
interested in compatible 
transformations between them.



3_INSIGHT

In using online tools, SMEs see the lack 
of a human relationship in the 
management of relationships/conflicts. 
Suggestion: Propose the presence of an 
intermediary who deals with the 
management of the dynamics.

CONCEPT VALIDATION

During the co-design session with 
users, SMEs validated our match 
market proposal. Thanks to their 
interventions, stimulated by the 
boundary objects, we understood 
that the proposed concept is 
interesting for Small Medium 
Enterprises business.



IMPROVEMENTS

Moreover, with their opinions and 
suggestions we were able to collect 
material to implement our project:



INSIGHTS

“I’m interested in 
the geographic 
area in which I 
am located” 
Post-it, D.

"Before I bought a machine to 
make work more efficient I 
went to see how it works from a 
non-direct competitor"

Quote, A.

"If there's no binding contract, 
what's to stop me from 
demonstrating my interest to 
various companies and then 
supplying from the one that 
comes in first?"

Quote I.
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Silvia, Narrator

Varshita, Noter taker

Marcello, Guest

Nicola, Moderator

Carmen, Guest

Liao, Recorder

29



30

The aim

To understand the general workings 
of SME’s in larger groups and their 
behavior to confirm our findings 
regarding contracts and value 
creation.



What?

To understand from experts who 
dabble with betterment of SME’s if 
the platform needs any additions to 
make it more feasible.



Who?

Experts, EEN.



Where?

Online, Microsoft Teams

Miro


CO-DESIGN SESSION 2: ONLINE

When?

17 November 2021, 5 pm.

The co-design session was set to 
last an hour due to guests 
commitments,

It lasted for a few minutes more 
than a hour.



Language

The event was held in English (All 
the virtual cards) and we started 
off in English and later we switched 
to Italian in order to allow the 
experts to have no language 
barrier when they fully express their 
thoughts. 

ONLINE CO-DESIGN

Miro board 
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Carmen Disanto Marcello Panzone
Cluster Manager at Lombardy 
Energy Cleantech Cluster (on 
European Cluster 
Collaboration Platform, 
ECCP), graduated with a 
Masters in European Policies, 
has extensive experience in 
management, innovation, 
design and management of 
European projects. 

She deals with all strategic 
aspects of the Cluster, 
relations with associates and 
stakeholders, at national and 
international level. She is also 
responsible for Confindustria 
Lombardia for free services to 
companies within the 
international network EEN.



She also worked on The 
Coolsweep project, funded by 
the European Union under the 
7th Framework Programme, is 
about establishing common 
resources across borders 
within the field of waste-to-
energy. The project partners 
include five major European 
Cleantech Cluster 
organisations, two universities 
and one cluster analysis 
organisation deriving from 
Italy, Spain, Denmark, Austria, 
Norway, and Latvia.


LL.M. in International Trade 
Law and Contracts, currently 
employed at Confindustria 
Lombardia - Lombardy’s 
Entrepreneurial Federation.

He is in charge of assisting 
companies regarding 
internationalization 
processes, regulatory aspects, 
IPRs, innovation strategies, 
and access to funds. 
Furthermore, he coordinates 
the activities of the Study 
Center at the regional level.



He assists and advise SMEs on 
market entry strategies, 
national and international 
regulatory aspects, IPRs, 
innovation strategies, and 
access to European funds 
within the Enterprise Europe 
Network project. He also 
supports institutional relations 
with stakeholders such as 
embassies and consulates, 
other national and 
international trade 
associations, and public 
bodies.





GUESTS
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AGENDA
Agenda

After feeling a little overwhelmed 
with the number of people in the first 
co design, we decided to co-design 
with 2 experts for the event, called 
"online co-design", 



The event was organized considering 
the duration of one hour, we 
rescheduled the date with flexibility 
so they could have time to co-design 
out of their busy schedules.



Tools

As the whole session was carried out 
online, we used Microsoft Teams to 
talk to each other and then shared 
the Miro link of the activities that we 
had prepared for them to share 
workspace.
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17:00 - 17:02


Welcome & presentatio
 Present who we are and 

why we have invited them 
to the event




17:05 - 17:10


Introductio
 Two lies and one trut
 Our idea: service flo
 Board of the service with 

the steps




17:10 - 17:50


Main activit
 Ask them to insert their 

comments in the 
dedicated area

 Stakeholders relationshi
 Ask them to describe and 

built the level of interaction 
that the stakeholders must 
have



17:50 - 18:00


Greeting
 Free conversation, 

feedback and invitation to 
class event in January

tool

Virtual ID card

Service flow map - Miro

tool

Welcome poster

tool

Service flow map - Miro


Stakeholder relationship 
map - Miro


tool

Virtual Thank you card
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VIRTUAL ID CARDS WELCOME POSTER THANK YOU CARDINTERACTIVE STAKEHOLDER BOARD

INTERACTIVE SERVICE BOARD
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Welcome Poster

We learned to answer the 
question "What does a Service 
Designer do?" before they 
even asked it.

WELCOME

The first activity was to welcome 
guests.  We organized our materials 
on MIRO. One expert knew how to use 
Miro, and the second expert was able 
to follow it after a small demo.



We introduced the session by 
contextualizing the event within the 
project "Conference on the Future of 
Europe"; We explained the co-design 
sessions Aim and our willigness to 
add/iterate our project.






Welcome Poster

The welcome poster is the first thing 
the participants of the co-design 
session would see, so they get an idea 
of whom they are talking with 
considering, there were five of us 
hosting, and two experts.



Why?

We learnt from the last co-design 
session that they still had some 
questions about us, our course and 
project, so we decided to explain in 
detail, without wasting a lot of time



Did it work?

It was a good way to start so they can 
have more information about us and 
our roles, which flowed well with our 
general introduction.


TOOL USED

FIRST ACTIVITY
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ID cards 

Activity card “Presentazioni”



ID cards

These are paper tools that are useful 
for performing the warm up activity. 
Looking at the paper there is a line on 
which you can write your name, while 
the other three lines are used to carry 
out the activity. Once the activity is 
completed, the paper is folded on the 
colored line and becomes a 
placeholder for each guest, so that the 
others participating know how to refer 
to him.



Why this tool

The purpose of the activity is for the 
guests to get to know each other by 
sharing their background experience. It 
is also useful in helping participants get 
to grips with the topic of SMEs and how 
they work.



Did it work?

We chose to actually skip this part of 
the activity due to the general 
introductions taking long, which was 
not a big deviation from our plan. It did 
not make a huge difference in this 
session

Much like the physical co-design 
session, as a first icebreaker activity 
we created presentation cards. We 
called the Warm up activity "Due 
verità e una bugia" translated "Two 
truths and one lie".



We considered that, these experts 
may be low on time, and the best 
way would be to introduce what we 
are doing and then get right to the 
point. If there were any issues with 
connecting, or if we took too long 
with the introductions, we planned to 
skip this.

2. PRESENTATION
TOOLS USEDSECOND ACTIVITY
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Persona Board

To understand the main activity better, 
we introduced persona - Sarah who 
owns a small business, and a glossary 
for the service.



Why?

As the experts have a lot of experience 
working with SME’s and understanding 
their needs, this scenario building 
would be the most direct way to 
understand the gaps in our service or if 
any parts of it are not feasible and their 
take on it, not just in general. But in 
each step.



Did it work?

This seemed to be more easily 
communicated than that of the co-
design session one, as we had a set 
system map. It made it very clear.


We designed a tool that could be 
placed in the center of the 
conversation to get into the heart of 
the co-design session.  Around it 
grows the constructive discussion 
between moderators and guests.



On the online board was placed the 
map of our service as if it were a 
path, a journey.

3. MAIN ACTIVITY
TOOLS USEDTHIRD ACTIVITY
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1 2 3 64 5
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The post match visual explains the 
process of what happens with the giver 
and taker SME after the platform/
service finds a match for each other. If 
they want to take the partnership 
forward, they can do it with or without 
a legal contract and then apply for 
funding.

Contracts between SME’s for 
partnership would mean a lot of legal 
processes. We wanted to understand 
what exactly goes on in the legalities of 
a contract for a partnership.








The post-contract phase may or may 
not include funding, depending on the 
SME and where they apply for funds. 
We planned to show a page full of 
options for the SME’s to be able to 
choose from.

The whole greening process implies 
that a company would need some 
amount of economical support to get 
this done. 

The main activity included visually 
representing the whole platform as a 
flow map, which are divided into 
parts and gives information about the 
actors and actions.

The first part is the Self Assesment 
and second part is the Standards 
Identification

SME’s usually have to start with Self 
assesment and Standards 
Identification, so they understand 
their where exactly they are in their 
journey 






After figuring out where they stand in 
terms of certification and greening 
their businesses, the companies can 
then reach out to other companies to 
collaborate. This matchmaking 
process is done on our platform 
through a post. This was depicted 
visually on Miro after Steps 1 and 2.

Sarah is an SME owner and is a 
perfect candidate to for the 
matchmaking process.

The visual map of the matchmaking 
process and the elements are used to 
start a conversation with the experts 
about how they think the SME’s will 
behave in this given scenario, so they 
can really assess if this will be useful 
or necessary for them.

3.1 MAIN ACTIVITY
4 & 5_POST MATCH 
PROCESS

1 & 2_PRE MATCH 
REQUISITES 

3_MATCHING PROCESS 5_FUNDING
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RELEVANT CASE 
STUDIES

We learnt from the first co-
design session (Physical) that the 
participants feel more 
connected to the activity/idea 
when they are presented with 
relevant case studies.

They ideas and scenarios are 
easily consumable.



So for each step ofthe process 
on the service-map we 
presented them with case 
studies.



1

2

3

4 &5

6
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This was our idea of how we 
assumed our SME’s would benefit 
after matching and further go on to 
be part of clusters where they can be 
part of bigger ideas.







Stakeholder interaction Map



Why?

As the experts are cluster managers, 
they could give us an idea of what it 
is to be a part of cluster and how to 
get into it, and also if our service 
could eventually lead to SME’s 
forming clusters



Did it work?

This exercise gave us an 
undertanding of how political forming 
a cluster is, and how much of legal/
economical process it entails.



3.2 MAIN ACTIVITY

TOOLS USED

FOURTH ACTIVITY

Interactive stakeholder board



3_POST MATCH PROCESS

Not only did we get an idea of what 
the legal process is for a partnership, 
but we also realised that we have to 
definitely give them a choice not to 
get a court contract, as it is very 
tedious. We also discussed the 
possibilities of having Non-Disclosure 
Agreements’s at multiple steps.




4_FUNDING

We were considering involved in 
getting SME’s funds that they would 
need to get started, but again as 
pointed out and confirmed by the 
experts, there are already very many 
existing platforms that do that, and 
we just could inform them about it.
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1_PRE MATCH REQUISITES

Dividing the journey map gave us the 
distinction that, as these services exist 
already, it could be plugged to our 
platform, rather than build a function 
only for this. Which was also 
supported by the experts.



2_MATCHING PROCESS

It gave us a big conversation to talk 
about, mainly about how this is 
actually needed for a lot of SME’s and 
opened up a topic which we had not 
considered: the privacy of a 
company.

4.RESULTS
ONLINE CO-DESIGN 
OUTPUTS
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1_INSIGHT

The experts liked the idea of having 
the self assesment and standards 
identification, and asked more about 
it.

The Self assesment platform which is 
already existing, is not being used a 
lot, so instead of building that as our 
platform, we decided to connect it, so 
the SME can educate themsleves 
about first. 



2_INSIGHT

Experts pointed out that, sometimes 
companies would not like to put their 
plans of future on a public profile.

We could incorporate a way for 
companies to make their posts public 
without revealing their name/exact 
details before a match.



3_INSIGHT

Comapanies can have deals without 
having a contract. SME’s can agree to 
the given match and go ahead to 
have the information locked on their 
profile, if getting a contract made is 
out of their economic point of view.


CONCEPT VALIDATION

After the session with the users, 
although we understood their needs 
and concerns. We had to look at it in 
a larger picture for which the co-
design session with the experts 
helped. There were still some 
lingering doubts about a few 
functions which we thought would 
also be answered by the experts 
along with concept functions and 
thier feasabilty.




IMPROVEMENTS

Moreover, with their opinions and 
suggestions we were able to collect 
material to implement our project:



ONLINE CO-DESIGN INSIGHTS

4_INSIGHT

Cluster formation is complicated and 
sometimes even political.

We do not need to push for SME’s to 
form clusters, or handle the cluster 
formations on our platform. The 
match-making is a major function.



5_INSIGHT

A match can mean, better chances at 
getting funding, but the funding 
comes from a Bank which has to be 
returned. So the processes are long.

Funding matching is not going to be 
of priority as the stakeholder would 
change to banks and European 
commission.
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SERVICE CONCEPT
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TAKE THE STAGE

& COMUNICATE

PRESENCE vs REMOTE

Try the session 

before you make it!

Be prepared to adapt yourself 
to the situation you are going 
to face!

Dont’ pick a place with music, 
which can make it hard 

to converse!

It was successful

In the online co-design session we 
respected the schedule, this left both 
us and our guests satisfied.



In the physical co-design session we 
organized activities that were too 
long for the time allocated to the 
event. In the end this wasn't a 
problem because the guests were 
interested, staying even beyond the 
end of the event, but it is something 
we have to work on.










It can be improved


WHAT IF WE COULD REDO?
MANAGING TIME

& ACTIVITY

It was successful

In both co-design sessions, we shared 
roles throughout the event. Narrator, 
facilitator, director, it was helpful to 
better manage the communication 
with the guests.



During the online session, it was more 
difficult for us moderators to 
communicate with each other by not 
being in the same place. Online 
communication only allows for one 
person to speak at a time, and does 
not make it easy for those who want 
to join the conversation to speak 
when two people are already 
speaking.








It can be improved


It was successful

It is a good strategy to use an in-
person session to collaborate with 
people who do not know each other. 
It is more effective to use an online 
session if people already know each 
other, because the process is faster.




In the physical co-design, there were 
a lot of elements that could distract 
us, which could’ve been controlled if 
it were us in a (more) silent working 
place. 










It can be improved
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A special thanks to all the guests 
who took time out of their busy 
schedules to collaborate with us.






Thanks to Otto for his willingness to 
let us hold the event in his space.



TO OUR GUESTS

TO OTTO

_Group 8

THANKS
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