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O estudo objetiva explorar aplicagdes de design de servigo no atendimento a usuarios em
instituicdes publicas na cidade de S&o Paulo desenvolvidas por duas das principais
entidades atuantes na area. A primeira é o Instituto Tellus, organizagéo que aplica o design
de servigo em projetos para o setor publico em geral. A segunda, o Laboratério de Inovagéo
em Governo da Prefeitura de Sdo Paulo, denominado (011).lab. A pesquisa, qualitativa, de
natureza portanto exploratoria, apresenta carater descritivo-observacional de estudo de
reconhecimento, com componentes fenomenoldgicos. O levantamento de dados se
concentra na identificacdo de percepgbes acerca dos processos de projeto desenvolvidos,
bem como da experiéncia de usuarios dos servigos em si, sob a optica de profissionais de
design, servidores publicos envolvidos e usuarios em geral. Para isso, estdo sendo
empregadas, principalmente, entrevistas com as varias partes interessadas, além de
observacgdes diretas. Profissionais de projeto relatam a importancia da participagéo de
usuarios no design dos servicos. Mencionam, também, algumas das principais
especificidades do atendimento a usuarios do setor publico. Alguns chamam a atencéo para
aspectos tais como o ambiente fisico e demais condigbes em que sao desenvolvidos os
projetos — prazos, objetivos de cada etapa, registro e formalizagédo dos projetos. Por outro
lado, para servidores publicos envolvidos e usuarios, a presenc¢a do design como método
de projeto ndo seria tdo identificada nem considerada determinante no resultado da
experiéncia pratica. No entanto, os entrevistados convergem quanto a relevancia da
participacdo das diferentes partes na busca de solugdes que contribuam para maior
eficiéncia nos servigos projetados. Espera-se, como contribuigdo desta investigacao,
sistematizar elementos tedricos que subsidiem a compreenséo da realidade do design de
servico no setor publico por parte de seus gestores e designers, bem como para mais

abrangente entendimento do campo do design de servigo em geral.
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Contributions from Tellus Institute and (011).lab
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The study focuses on exploring service design projects for citizens attention in public
institutions in the city of Sdo Paulo. These projects are developed by two of the main players
in that area. The first one is Tellus Institute, an organization that applies service design to
projects for the public sector in general. The second, the Sdo Paulo Government Innovation
Laboratory, designated (011).lab. The qualitative research of exploratory nature, has a
descriptive-observational character with phenomenological components. The data focuses
on identifying perceptions about processes of projects development, as well as the
experience of users of those services, from the perspective of design professionals, public
servants and other users in general. Therefore, interviews with the various stakeholders are
being done, in addition to direct observations of interactions between users and services.
Project professionals report the importance of user participation in service design. They also
mention some of the main specificities of services to users in the public sector. Some draw
attention to aspects such as the physical environment and other conditions in which projects
are developed — deadlines, objectives of each stage, registration and formalization of
projects. On the other hand, for involved public servants and users, the presence of design
as a project method would not be so recognizable or considered decisive in the result of
practical experience. However, respondents agree on the relevance of the participation of
different stakeholders in the search for solutions that contribute to greater efficiency in the
services designed. It is expected, as a contribution of this investigation, to systematize
theoretical elements that support the understanding of the reality of service design in the
public sector by its managers and designers, as well as for a broader understanding of the

field of service design in general.
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