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Future hospitality: dream or nightma

F'_" o B South China Morning Post

Al fail: Japan’s Henn-na Hotel dumps ‘annoying’
robot staff, hires humans

Where hotel is staffed by robots (20)15

https://youtu.be/FogiE8 3fPE
https://www.hennnahotel.com/
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https://www.scmp.com/news/asia/easésia/article/2182295/afail-japanshennna-hotel-dumpsannoyingrobot-staff-hires

I £ A 0 IFyZodH&Xel - https://youtu.be/44c6IxeqDGU
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https://www.scmp.com/news/asia/east-asia/article/2182295/ai-fail-japans-henn-na-hotel-dumps-annoying-robot-staff-hires
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(Cross, 1982, 2001, 2006)

De_sl_gn The conception and
The artificial world=——

Practicality, Ingenuity, Empathy'€alisation of new things.

Science Humanities
The natural world The human experience
Obijectivity Subjectivity
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(IDEO, 2016; Steen, 2011

Design process

Discover Define
what is? what if?

iterative cycle

Develop Deliver
what wows? what works?

iterative cycle

Project Initative Vision Statement Commercialization
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Design process

Discover Define
what is? what if?

iterative cycle

Develop Deliver
what wows? what works?

iterative cycle

Project Initative Vision Statement Commercialization

Immersion Analyse & Synthesis  Sketching Measuring
Questionnaires Identify themes Storytelling Evaluating
Exmaples of In-depth interview  Envisioning Develop touchpoints Pilot testing
design methods ; s ’
Ethnography Define success Lo-fi prototyping Hi-fi prototyping
Journaling Identify gaps Value ranking Pitch document
Discover Define Develop Deliver
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Designer as Designer as Designer as Designer as
Roles of designers antropologist co-creator director communicator
and participants  pyticipant as Participant as Participant as Participant as

storyteller creative agent scenario-maker lead user
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Develop Deliver
what wows? what works?

//:;:l

Discover Define
what is? what if?

I iterative cycle iterative cycle
I
Project Initative Vision Statement Commercialization
Immersion Analyse & Synthesis  Sketching Measuring
Questionnaires Identify themes Storytelling Evaluating
ix"faples (t,l: ¥ In-depth interview Envisioning Develop touchpoints Pilot testing
s L Ethnography Define success Lo-fi prototyping Hi-fi prototyping

Journaling Identify gaps Value ranking Pitch document
Discover Define Develop Deliver
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Designer as Designer as Designer as Designer as
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storyteller creative agent scenario-maker lead user

Design process

Discover Define
what is? what if?

iterative cycle

Develop Deliver
what wows? what works?

iterative cycle

Vision Statement Commercialization

Project Initative

Immersion Analyse & Synthesis  Sketching Measuring
Questionnaires Identify themes Storytelling Evaluating
Exmaples of In-depth interview  Envisioning Develop touchpoints Pilot testing
dEslgriretiecs Ethnography Define success Lo-fi prototyping Hi-fi prototyping
Journaling Identify gaps Value ranking Pitch document
Discover Define Develop Deliver
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Design mindset
Be empathetic, Creative confidence, Experiment with prototypes, Iteration, Learn from failure, Embrace ambiguity, Act optimistically

Designer as Designer as Designer as Designer as
Roles of designers antropologist co-creator director communicator
and participants  paticipant as Participant as Participant as Participant as

storyteller creative agent scenario-maker lead user
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Develop Deliver
what wows? what works?

iterative cycle
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Discover Define
what is? what if?

iterative cycle
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Thedesignerlyvay of thinking and doing

_ o (IDEO, 2016; Steen, 2011)
Five aspects of design thinking:

1. An iterative design process.

A collection of relevant design research tools.

The role of designers, design team members, and participants
Provision of a shared knowledge base.

A desigmmindset

a bk W

Tourism Innovation concerns for the possible future rather than
knowing what Is happening.



hallenge of probing into tourism innovation

Trade secret Complex process Multiple stakeholders
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