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A pesquisa proposta tem por propdsito realizar um estudo de
reconhecimento de iniciativas relevantes na area dos servicos
publicos (municipais, estaduais ou federais) na cidade de Sdo Paulo,
qgue em algum grau tenham sido desenvolvidas e/ou aperfeicoadas
pelo design de servicos. Esse levantamento de dados objetiva a
identificacdo desses locais e a apreensdo dos valores que foram
gerados pela interacdo com o design de servicos, medidos por meio
da avaliacdo de seus usuarios e dos demais stakeholders desses
servicos. Neste momento, ainda que ndo tenha sido iniciada a fase
de levantamento de dados, pode-se ponderar o caminho a ser
percorrido. O projeto, em linhas gerais, serd desenvolvido por meio
de técnicas de coleta de dados recorrentes em estudos da mesma
natureza, em especial aqueles de cerne descritivo-observacional,
como revisdo bibliografica, desk research, observacfes diretas

de usuarios, entrevistas semiestruturadas e, possivelmente,
guestiondrios. Tal panorama a ser desenhado é extremamente
relevante para que se identifique as caracteristicas comuns que sdo
produtos diretos da metodologia de design aplicada a servicos que
sdo estritamente publicos. As futuras constatacdes desse estudo se
desvelardo pertinentes pois had a necessidade de se compreender,
de fato, sob a ética do cidaddo, quais suas compreensdes sobre

a utilizacdo de determinados servicos publicos, resultantes
inerentemente da interacdo com o design de servicos. Dessa
maneira, uma andlise dessas percepcdes opera como justificativa
para que mais gestores publicos se encorajem a desenvolver servicos
a partir da aplicacao de métodos do design.
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Exploratory study of notable cases of service design
in the public sector in the City of Sao Paulo
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The purpose of the research project is to conduct a study to
recognize relevant initiatives in the area of public services
(municipal, state or federal) in the city of Sdo Paulo, which in
some degree have been developed and / or improved by service
design methods. This data survey aims to identify those services
and apprehend what values were generated by the interaction of
service design thinking, valued through the appreciation of its users
and all the other stakeholders of those services. At this moment,
even though data collection phase has not started, the path to be
followed can be forseen. The project, in general, will be developed
using data collection technigues recurrent in studies of the same
nature, especially those with a descriptive-observational core,
such as bibliographic review, desk research, user observations,
semi-structured interviews and, possibly , questionnaires. The
project outcome to be drawn is extremely relevant in order to
identify the common characteristics that are direct results of the

I design methodology applied to services that are strictly public.
ﬁ:‘s‘t’:re Future findings of this study will be relevant as there is a need to
understand, in fact, from the perspective of the citizen, what are
Line of Research their understandings about using certain public services, inherently
Design: Processes and Languages resulting from the interaction with service design. Thus, an analysis
of these perceptions operates as a justification for encouraging more
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