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B A C K G R O U N D

M E T H O D S

1 .  D E S I G N  R E S E A R C H

Double diamond process · Ethnographic research ·

Workshops · Personas to journeys · User stories

2 .  P R OTOT Y P I N G  &  VA L I DAT I O N

Design direction · AI-automated lo-fi prototyping and its

review · AI-augmented workflow · PoC & validation

3 .  I M P L E M E N TAT I O N

Product management · Sprint management · Product

validation · Engineering collaboration · Venture design

2 0 1 6  -  2 0 2 0

Understand technology itself.

I studied Mechanical & Energy Engineering at Waseda

University: thermodynamics, energy R&D, robotics,

urban mobility, satellite design, and nuclear

engineering; close to the realm of Physical AI today.

2 0 2 0  -  2 0 2 3

Translate technology into societal change.

I earned two master’s degrees: at Keio Media Design

(Japan’s equivalent of MIT Media Lab), I researched and

practiced Service Design methodology (Dean’s Award);

and a CEMS Master’s at HEC Paris and the National

University of Singapore, bridging concept and

commercialization.

2 0 2 3  -

Choose the side of execution.

I joined the Singapore headquarters of a global strategy

consultancy, working on physical mega-projects such as

EV gigafactory siting for a global auto-OEM. Seeking

work at sovereign scale, I then moved to the UAE,

advancing projects alongside ministry stakeholders at

an OECD-rooted economic advisory firm.

T E C H N O L O G Y  x  D E S I G N  x

S O V E R E I G N - S C A L E  P R O J E C T S
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UAE Skills: A national AI
platform connecting
education, skills, and the
labor market

A national platform built for two UAE federal ministries: Human Resources &

Emiratisation, and Higher Education & Scientific Research. On the government side,

policy makers get labor-market intelligence, forecasting, and program

benchmarking. On the citizen side, students see which occupations are growing

and which degrees lead to them.

C L I E N T UAE MoHRE × UAE MoHESR

R O L E Product owner, citizen-facing interfaces

S C O P E Personas · journeys · backlog · QA

P E R I O D Jul 2025 - Mar 2026

O U TC O M E National launch · 20,000 users

UAE Skills · iOS and Android

https://skillz.mohre.gov.ae/
https://skillz.mohre.gov.ae/
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F U R T H E R  D E T A I L S  A R E  A V A I L A B L E  O N  R E Q U E S T

E M A I L arata.h.hoshino@gmail.com

in L I N K E D I N linkedin.com/in/arata-hoshino
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Branch & ATM Network
Platform: AI recommendations
the C-suite can decide site
selection and relocation on

A planning tool that tells a bank where to open its next branch or ATM, and which

existing sites to move. It scores every candidate location in the country on demand,

competition, and access, then has an AI layer check the top candidates against

satellite imagery.

C L I E N T The largest bank in the UAE (anonymized under NDA)

R O L E Service designer & product owner

S C O P E Personas · journeys · geospatial ground truth

P E R I O D Mar - Sep 2026

O U TC O M E Live UAE nationwide · 361,435 areas/run

Simulation loading screen (screen withheld under NDA)
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SME Champions: More
opportunity for Abu Dhabi’s
SMEs, and more national
spend staying local

A government platform connecting Abu Dhabi’s small businesses with large

corporate and government buyers: register, train to meet buyer standards, get

matched to open demand, and transact, all in one system. The goal is national.

More opportunity for SMEs, more local sourcing by large buyers, and more of the

country’s spend circulating at home.

C L I E N T Abu Dhabi government entity (anonymized under NDA)

R O L E Service designer, delivery team

S C O P E Personas · journeys · mockups · BR/FR

P E R I O D May - Dec 2024

O U TC O M E Approved by four stakeholders · moved to build

SME dashboard, redrawn

Overview

Matchmaking

Projects

Training &

Support

Company

Profile

Support

Feedback

Settings

Complete Onboarding SAQ

Your company profile is 40 percent

complete. Finish the remaining items to

be eligible for matchmaking.

40%

Overview
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F U R T H E R  D E T A I L S  A R E  A V A I L A B L E  O N  R E Q U E S T
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Service design for
cybersecurity consultants:
Visualizing client values and
mental models

Cybersecurity consultants have to read a client’s culture and who really holds

authority before they can advise. That judgment is tacit, learned on the job and hard

to hand on. The question was how a consultant turns it into explicit knowledge:

diagrammed case studies, a guide to reading them, and a 20-step manual for

producing one for a new client.

PA R T N E R PwC Cybersecurity · university CSIRT

R O L E Solo researcher / service designer

M E T H O D S Ethnography under NDA · two-cycle PoC

P E R I O D Jun 2022 - Feb 2023

O U TC O M E Validated, practitioner & researcher views

Case-study spread · one client organization, its culture and institutions
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P R O B L E M  I D E N T I F I C AT I O N

Whether a client acts on security metrics depends on how well the consultant has read the organization: its values, its internal

politics, and how it handled past incidents. That reading stayed tacit.

0 1  ·  I N T E R V I E W

Participant observation was impossible

under NDA, so ethnographic research was

conducted built on staged interviews with

three stakeholder groups.

PwC consultants

A director working across multiple

projects, and the manager on the

security-metrics service

Client side

Security specialist and the founder of

a private university’s CSIRT

Field-wide view

Independent researcher with visibility

across ~500 member organizations

of the national CSIRT association

0 2  ·  I S S U E S  I D E N T I F I E D

How might we make explicit the way a

consultant reads a client’s values and

internal politics, so that the reading can be

taught rather than intuited?

01 Clients act on metrics that fit their

values, politics and incident

history, not on correct ones.

02 Consultants read that by intuition,

so it stays with the individual and

cannot scale.

03 Clients see no reason to explain

their values, and expect an answer

in one exchange.

0 3  ·  G O A L S  A N D  M E N TA L  M O D E L S  E X T R A C T E D

Consultant

GOAL To be trusted not to walk away, and to build what the

company needs, not one person’s ask.

MENTAL

MODEL

When a client stalls over the effort, step back and find

another person inside who can move it.

Client · governance line

GOAL Strengthen the organization long term at the lowest cost,

and be told where to start.

MENTAL

MODEL

Reads a call to strengthen security as cost; moves only

when shown metrics outside its current view.

Client · first line

GOAL Keep the network as open as the campus expects, and

still close incidents quickly.

MENTAL

MODEL

Stops an error reported from outside at once; handles

the same error at its own pace when found internally.
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P R O T O T Y P E  &  VA L I D AT I O N

P R O T O T Y P I N G VA L I D A T I O N  ·  T H R E E  S E S S I O N S ,  T W O  C Y C L E S

01 What v1 missed. Concrete cases carried value even without a general model, but

culture alone did not explain behavior: v2 added decision authority and key persons,

across three organizations.

02 A second user appeared. Built for consultants, the handbook proved strongest as a

mirror for the client organization reading itself, a use case that emerged from

validation rather than the brief.

03 One artifact, two jobs. Value split by work type: standardized work such as incident

reviews wants training material, while client-specific planning wants a searchable

database of cases.

I M P A C T  A S S E S S E D  B Y  T H E  P R A C T I T I O N E R S

01 The question set on organizational characteristics is usable as it stands, in the

background-understanding hearing that opens a risk assessment.

02 A client able to read its own structure needs fewer rounds with the consultant, which

matters on security-metrics engagements that run well beyond a year.

03 Two adoption paths named: onboarding material for new consultants, and a case

database for benchmarking clients while planning their posture.
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Service design at
Tokyo International Airport:
Enhancing the experience of
exploring airport facilities
during waiting time

Departure boards show a boarding time, not the time remaining, so passengers

clear security and wait at the gate; the commercial area the airport has invested in

stays underused. The design moves that calculation onto the luggage cart: time to

the gate, the latest time to leave, and what is worth stopping for nearby.

PA R T N E R Japan Airport Terminal Co., Ltd.

R O L E Researcher & service designer

M E T H O D S Participant observation · persona & scenario · UI flows

P E R I O D Feb - Aug 2021

O U TC O M E Service blueprint · low-fidelity prototype

Low-fidelity prototype · cart-mounted display
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P R O B L E M  I D E N T I F I C AT I O N

Passengers do not skip the shops for lack of interest. They skip them because leaving the route and coming back in time is a

risk they cannot size.

0 1  ·  P A R T I C I P A N T  O B S E R VA T I O N

I ran participant observation over a month,

covering the landside area before the security

gate and the international airside commercial

area, then analyzed the ethnography.

100+
observed

28
thick
descriptions

57
mental
models

0 2  ·  W H A T  B L O C K S  S T R O L L I N G

01 The terminal is one-way traffic. Passengers

find it hard to retrace their steps to the gate

or leave the main route at all.

02 They are still carrying cabin bags after

check-in, so every detour costs effort.

03 No one tells them how long each checkpoint

takes, so they buy certainty by going to the

gate early and staying there.

"In an unfamiliar airport I go early to the
gate, where it is easy to gather

information about my flight, and I end up
spending a lot of time there."

— Interviewee, entrepreneur

0 3  ·  W H Y  A N  A P P  D O E S  N O T  S O L V E  I T

I reviewed the Haneda app, two airline apps and four top-rated

airport apps. None joined access, flight and shopping

information; the best stopped at waiting times.

01 They are built to organize documents and shorten time in

the airport, not to support the shopping experience.

02 Installing one is a barrier for a passenger who flies

through this airport once every few years.

03 Using one means stopping to look at a phone, which

works against the movement it is meant to support.



C A S E  0 5  ·  S E R V I C E  D E S I G N  A T  T O K Y O  I N T E R N A T I O N A L  A I R P O R T 1 5

C O N C E P T  &  S E R V I C E  D E S I G N

The information belongs on the luggage cart rather than in an app, because the passenger’s hands are already on it.

P E R S O N A  A N D  T H E  VA L U E  P R O P O S E D

Persona built from the fieldwork: the goal is to explore within the time

available; the pain is not knowing how long the procedures ahead will take.

01 Comfort: the wait turns into a plan she can see and spend

02 Curiosity: shops and souvenirs surface along her route, not off it

03 Satisfaction: the last hours in the country are spent shopping, and

still at the gate on time

W H A T  T H E  S C R E E N  H A S  T O  C A R R Y

A plan generated from flight data, walking and waiting times, and nearby stores. Cart pools land-side

and air-side carry the plan across the security gate.
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R E L A T E D  W O R K S

C A S E  0 6

Homecoming Garden

Aug 2020 - Feb 2021 · Concept design ·

Society for Serviceology, 2021

Concept design for the arrival corridor at

Tokyo International Airport: an interactive

Japanese garden reconstructed for the

senses, combining projection, sound and

scent. The PoC confirmed the calming value

but refuted the core hypothesis, so the

value proposition was rewritten to what the

evidence supported.

C A S E  0 7

Takizme · instagram.com/takizme

Sep 2018 - Feb 2020 · Venture design ·

Prototyping · Service design

Venture design for a Japanese tea

experience reinterpreted for the present.

Co-built the business model, positioning

and brand vision, and facilitated product

ideation and prototyping around one idea:

a pit stop for people with no time to stop.

C A S E  0 8

Gucci for the Future · watch the film

Sep - Nov 2021 · AI-driven experience

concept · HEC Paris (CEMS MIM)

An AI-driven experience strategy for the

future of luxury, argued as a concept film:

five moves (personalization, localization,

virtualization, experience-orientation,

channel diversification), closing with

machine-generated designs as the

provocation.

C A S E  0 9

Career Design Studio

Aug - Dec 2020 · Workshop & ecosystem

design · CEMS Club Tokyo × Bizjapan

Designed and ran a 35-participant career-

visioning workshop, and the ecosystem

around it: a student task force, partnership

incentives, and moodboard-to-ideal-CV

worksheets that made 2030 tangible.

https://www.instagram.com/takizme
https://www.instagram.com/takizme
https://www.youtube.com/watch?v=QQGe4BivH-Q
https://www.youtube.com/watch?v=QQGe4BivH-Q
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T H A N K  Y O U  F O R  R E A D I N G

Strategic and venture designer with an engineering

background, applying service design methods to AI

products at sovereign scale.

Recent projects: career recommendations for citizens on a national platform, AI

site-selection recommendations used by a bank’s executives, and AI matchmaking

between SMEs and large buyers. On each I covered interviews and workshops, personas

and journeys, user stories, lo-fi prototypes in Figma, design direction, and QA, working

with engineers and data scientists.

I use AI in the design process as well: lo-fi prototyping, requirement drafting, and review.

A R A T A  H O S H I N O

C O N TA C T

BASED  IN

E M A I L

L I N K E D I N

Dubai, United Arab Emirates

arata.h.hoshino@gmail.com

linkedin.com/in/arata-hoshino
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