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PRODUCT 
SPACE 
SERVICE 
EXPERIENCE 
INTERACTION 
SYSTEM 
PROCESS

From the design of a 
product to the design of 
an experience or a 
system, the growing 
complexity designers 
deal with has raised the 
need to identify new 
methods and tools.



VISUAL TOOLS TO DESIGN WHY IS IT RELEVANT?

Ottobre 2014 | Politecnico di Milano - Scuola del Design

COMPLEXITY  
IS IMPLICITLY 
GENERATED BY  
THE INTANGIBLE 
NATURE OF THE 
SUBJECT ITSELF 

Ideate a concept for a 
service, which by definition 
is a heterogeneous mix of 
tangible and intangible 
elements, raises specific 
needs, different from the 
ones that emerge when 
designing a simple product 
(physical object). 

#experience #system #process #information #flow 
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COMPLEXITY  
IS INCREASED BY 
THE MULTIPLE 
ACTORS INVOLVED 
IN THE DESIGN 
PROCESS 

When dealing with services, 
the number of interlocutors 
increases, raising the need 
to open the process 
towards the outside (users 
and service operators) 
and towards the inside 
(organisations and 
project stakeholders).  

#designer #stakeholder #expert #provider #user
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VISUAL TOOLS 
GIVE TANGIBILITY 
TO THE CONTENT 
THAT WE NEED  
TO COMMUNICATE, 
MAKING IT 
SHAREABLE.

It is not about building 
intriguing visual 
narration. It is about 
shaping solid models, that 
support conceptualisation 
and formalisation of 
intangible design assets 
to support thinking, 
collaboration and idea 
development.



www.servicedesigntools.org

communication methods supporting service design

VISUAL TOOLS TO DESIGN SOME EXAMPLES
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http://www.servicedesigntool.org
http://www.servicedesigntool.org
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HOW?
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ABSTRACT  
REPRESENTATIONS 
use of a symbolic language or a 
codified set of signs

REALISTIC 
REPRESENTATIONS 

reproduce the original object  
that we need to visualise

- +

VISUAL TOOLS TO DESIGN HOW

VISUAL REPRESENTATIONS CAN ADOPT DIFFERENT 
LEVELS OF ICONICITY
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SYNCHRONIC  
REPRESENTATIONS 
describe the object in  
a single moment in time

DIACHRONIC 
REPRESENTATIONS 

generate meaning from  
a sequence of frames

- +

VISUAL TOOLS TO DESIGN HOW

VISUAL REPRESENTATIONS CAN DIFFERENTLY HANDLE 
REPRESENTATION OF TIME
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01/MAPS 
VISUALLY SYNTHETIC DESCRIPTIONS  
OF CLUSTERS OF CONTENTS, 
THEY GIVE VISIBILITY TO THE 
STRUCTURE THAT LIES BEHIND  
AN EXPERIENCE AND THAT  
MAKES IT POSSIBLE.



ACTORS  
MAP 
!!
From the final users up 
to the service providers,  
we map the roles within the 
experience ecosystem 
(creation, development 
and delivery)

2010

Ottobre 2014 | Politecnico di Milano - Scuola del Design

VISUAL TOOLS TO DESIGN MAPS



ECOSYSTEM 
MAP 
!!
The system that enables  
the experience, as devices 
the users interacts with, 
context and technological 
infrastructures behind 
and information flows.

2010

VISUAL TOOLS TO DESIGN MAPS
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SERVICE  
MODEL  
!
!
Both the tangible and 
tacit advantages the 
actors get from the 
service as well as the 
macro-categories of 
performances the 
service will provide,

2013
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02/FLOWS 
WITH AN EXPLICIT ORIENTATION 
THAT DETERMINES THE READING 
PATH, THEY’RE USED TO DESCRIBE 
THE EXPERIENCE BY 
REPRESENTING ITS DIFFERENT 
PHASES.



EXPERIENCE 
JOURNEY MAP 
!!
The experience journey 
map describe the key steps 
of the experience by forcing 
the events in a linear 
sequence. 

2010
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SERVICE 
BLUEPRINT 
!!
Service Blueprints 
capture the flow of tasks 
and interactions 
underlying the delivery of 
a service experience.

2012
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03/IMAGES 
A REALISTIC REPRESENTATION, 
THROUGH ITS EVOCATIVE POTENTIAL, 
PROJECT THE AUDIENCE INTO 
EXPERIENCEABLE SITUATIONS, 
SUPPORTING THE COMMUNICATION  
OF THE SOFT INTANGIBLE 
QUALITIES.



COLLAGE / 
MOODBOARD 
!!
An association of 
photographic images 
used to convey a specific 
feeling/emotion/
atmosphere that the 
concept should embed.

2011
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VISUAL TOOLS TO DESIGN IMAGES
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VISUAL TOOLS TO DESIGN IMAGES



PERSONAS / 
USER ARCHETYPES 
!!
Personas are fictional 
characters describing 
behaviour patterns, goals, 
attitudes, and 
environment (clusters of 
users that the design 
team take as reference).

2012

VISUAL TOOLS TO DESIGN IMAGES
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VISUAL TOOLS TO DESIGN IMAGES



CONCEPT 
IMAGE 
!!
A single shot describe the 
key moment of the 
concept/experience the 
design team is envisioning 
(usually based on the 
signature moments).

2010
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VISUAL TOOLS TO DESIGN IMAGES
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04/NARRATIVES 
MAINLY USED FOR THE VISUALISATION 
OF THE USER EXPERIENCE,  
THEY COMPREHEND ALL THE VISUAL 
STORYTELLING TECHNIQUES, FROM 
THE ILLUSTRATED STORYBOARDS 
TO THE CINEMATOGRAPHIC 
SIMULATIONS.



VISUAL TOOLS TO DESIGN NARRATIVES

STORYBOARD 
!
!!
A sequence of frames 
describing the story of a 
user interacting with a 
product/service.

2012
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VISUAL TOOLS TO DESIGN NARRATIVES



USER 
SCENARIO 
!!
A sequence of frames 
describing the story of a 
user interacting with a 
product/service.

2012

VISUAL TOOLS TO DESIGN NARRATIVES
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VISUAL TOOLS TO DESIGN NARRATIVES
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WHEN?
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2013, User Centered Design Workshop, System Map

THINK



2013, Company Reorganization Workshop, Ecosystem Map

COLLABORATE

VISUAL TOOLS TO DESIGN APPLICATIONS
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2012, Telco Experience - Customer Journey Map

ANALYSE / IDEATE

VISUAL TOOLS TO DESIGN APPLICATIONS



Disney Experience

ENVISION

VISUAL TOOLS TO DESIGN APPLICATIONS
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A picture is worth a  

thousand words



THANKS




