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A central problem of our minds is that we know so much in theory 
about how we should behave, but engage so little with our knowledge 

in our day-to-day conduct. 

Akrasia - ‘weakness of will’ (Aristotle)



RESEARCH SCOPE

HYPOTHESIS: 
End-user’s oriented services, tailored with the pro-environmental behaviour modelling (PEB) 
will systematically increase the motivation of the users to behave in the more pro-environmental way. 

GOAL:
This research project aims to create an end-user oriented service design process for built environment 
context, which will include the end-users’ needs, stakeholders’ expectations and PEB integrated models.



FRAMEWORK: SHARED LAYERS APPROACH 
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FRAMEWORK:  ANALYTICAL STRUCTURE
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METHODOLOGY: SERVICE DEVELOPMENT & PEB MODELLING
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CASE STUDY
KTH LIVE-IN-LAB



RESEARCH TESTBED

Students house 
Einar Mattsson / KTH Campus

KTH Live-in Lab is a platform of multiple testbeds for accelerating innovation rates in the construction 
and real-estate sectors.



TOOLKIT: HAS MAP + SERVICE BLUEPRINT

Human Activity System (HAS) is used to model 
the daily activities of the end-users and personal 
interaction with Building System. The concept based on 
the Human-Activities Recognition (HAR) and Human-
System Interaction theories. 

The service blueprint is an applied process chart 
which shows the service delivery process from the 
customer's perspective. The service blueprint has 
become one of the most widely used tools to manage 
service operations, service design and service 
positioning.



END-USERS’ vs STAKEHOLDERS’ NEEDS

Stakeholder’s key needs:

1. Space optimisation

2. Clear value proposition

3. Data availability for decision making

4. New business opportunities

5. Scaleability 

End-users’ key needs:

1. Social spaces / more activity-based spaces

2. Diversified Working spaces (silent | groups)

3. Productivity enablers

4. Comfort enablers

5. Sustainability informativness



END-USER SERVICES OFFERINGS 
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“We must design for the way people behave, 
not for how we would wish them to behave.”  

― Donald A. Norman | Living With Complexity


