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Dr. Lia Patricio es Associate Professor de la 
Facultad de Ingeniería de la Universidad de Oporto. 
 
La investigación de Lia discurre en el ámbito de los 
servicios, con el especial interés en el estudio de la 
experiencia del consumidor, y sus trabajos han sido 
publicados en revistas de prestigio en el área como 
Journal of Service research, Journal of Business 
Research, Journal of Service Management, y Journal 
of Service Marketing. 

CONTENIDO 

 
 

Martes, 6 Febrero 2018, 10.00: 
 

Título: “A Multilevel Understanding of the Customer 
Experience” 

Abstract: The proliferation of complex service systems raises new 
challenges for service design and requires new methods. 
Multilevel Service Design (MSD) is presented as a new 
interdisciplinary method for designing complex service systems. 
MSD synthesizes contributions from new service development, 
interaction design, and the emerging field of service design. MSD 
enables integrated development of service offerings at three 
hierarchical levels: (a) Designing the firm’s service concept with 
the customer value constellation of service offerings for the value 
constellation experience; (b) Designing the firm’s service system, 
comprising its architecture and navigation, for the service 
experience; and (c) Designing each service encounter with the 
Service Experience Blueprint for the service encounter experience. 
Applications of the MSD method are described for designing a new 
retail grocery service and for redesigning a bank service. MSD 
contributes an interdisciplinary service design method that 
accommodates the cocreative nature of customer experiences and 
enables experience integration from the design of the service 
concept through the design of the service system and service 
encounter. 

 
 
 

 


