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VISUAL TOOLS TO DESIGN WHY IS IT RELEVANT?

"RODUCT
SPACE
SERVICE
EXPERIENCE
INTERACTION
SYSTEM
PROCESS
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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?

COMPLEXITY
S IMPLICITLY

GENERATED BY
THE INTANGIBLE
NATURE OF THE
SUBJECT ITSELF
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|deate 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).



VISUAL TOOLS TO DESIGN WHY IS IT RELEVANT?

When dealing with services,
CO M PLEXITY the number of interlocutors
INncreases, raising the need
‘ 8 '\I C ? AS D BY to open the process
- towards the outside (users
T I— M U LTI P L E and service operators)
and towards the inside
ACTO R s | N \/O \/ D (organisations and
project stakeholders).

?OC_SS
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VISUAL TOOLS TO DESIGN THE OPPORTUNITY

VISUAL TOOLS
GIVE TANGIBILITY
O THE CONTENT
THAT WE NEED
10 COMMUNICAT
MAKING T
SHAREABLE
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It is not about building
intriguing visual
narration. It is about
shaping solid models, that
support conceptualisation
and formalisation of
iIntangible design assets
to support thinking,
collaboration and idea
development.



VISUAL TOOLS TO DESIGN SOME EXAMPLES

WWW.servicedesigntools.org

communication methods supporting service design
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http://www.servicedesigntool.org
http://www.servicedesigntool.org

HOW?
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VISUAL TOOLS TO DESIGN HOW

VISUAL REPRESENTATIONS CAN ADOPT DIFFERENT

LEVELS OF ICONICITY
ABSTRACT REALISTIC
REPRESENTATIONS REPRESENTATIONS
use of a symbolic language or a reproduce the original object
codified set of signs that we need to visualise
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VISUAL TOOLS TO DESIGN HOW

VISUAL REPRESENTATIONS CAN DIFFERENTLY HANDLE
REPRESENTATION OF TIME

[ !

SYNCHRONIC DIACHRONIC
REPRESENTATIONS REPRESENTATIONS
describe the object in generate meaning from
a single moment in time a sequence of frames
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VISUAL TOOLS TO DESIGN HOW

FLOWS NARRATIVES

DIACHRONIC

- ABSTRACT REALISTIC

SYNCHRONIC

MAPS IMAGES
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VISUAL TOOLS TO DESIGN MAPS

01/MAPS
VISUALLY SYNTHE TIC DESCRIPTIONS
OF CLUSTERS OF CONTENTS,
THEY GIVE VISIBILITY TO THE
SITRUCTURE THAT LIES BERIND
AN EXPERIENCE AND THAT
MAKES [T POSSIBLE.
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VISUAL TOOLS TO DESIGN MAPS ACTORS

From the final users up

to the service providers,

we map the roles within the
experience ecosystem
(creation, development
and delivery)

2010

a Social Wnrker %

‘ Psychologist Patient communities

+

ﬁﬁ % i
. T
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VISUAL TOOLS TO DESIGN MAPS

PHYSICAL TOUCHPOINTS

A BOXcontaining B BOXcontaining
01 MYFORTIC PILLS 03 QUICK GUIDE
02 PATCHES 04 SCALE

05 BLOOD PRESSURE METER
E PATIENT MOBILE PHONE 06 CREATININE METER
07 HUB

ECOSYSTEM

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

BACKEND




SERVICE COMMODITIES  DIAGNOSTICS TOOLS ENABLERS

000
Aan

Both the tangible and
tacit advantages the
actors get from the
service as well as the
macro-categories of
performances the
service will provide,

SUPPLIES
2013
/\ -
M-
I
=@,
SUPERVISOR HEALTH CENTER DISTRICT SUPPLIER

COMMUNITY INDIVIDUAL

RECRUITING TRAINING SERVICE DELIVERY REVIEWING RESUPPLY REWARDING UPGRADING
ASSESS TREAT EDUCATE REPORT
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VISUAL TOOLS TO DESIGN FLOWS

02/FLOWS
WITH AN EXPL
HAT DETERM
PATH, THEY 'R
THE EXPERIENCE
-PRES
HASES.

C
NE
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EXPERIENCE

JOURNEY MAP

The experience journey

. &> I i - j 0 i &7 > : N
map describe the key steps UPDATEW SET hS » CHECK @“3\/ Pususfs’l FIND ®
Of the expenence by fo rC|ng ! biometrical data an explicit goal user story goals & results aclub
the events in a linear CHOOSE CHECK CHALLENGE

an implicit goal estimated _p!an other people
sSe .
q Hence UPDATE GET
move points support/motivation

ENTER REGISTER ASSESS SET A GOAL TRAIN CHECK PARTICIPATE JOIN

6  MOVEMENT VIEW &

, MEASURE GET =
& rove weight, pressure,.. goal from the key ACTIVITY feednacie ke
W oursioe MORKOET
&9 CLUB JOIN
\ - ; X a wellness club
= % 4 4

, YOCTOR REGISTER MEASURE RECEIVE CHECK &

dk MEDICALFACILITIES [ DOCTC Withithe declar weight, pressure... goal from doctor with the doctor

Bemi HOSPTIALITY

BUY
ﬂ RETAIL equipment
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P2PCARSHARING: The Borrower's Customer Journey

This is a generalized ond simplified Customer Jourey
Map depicting the Borrower's service experience. It
also includes the actions of the vehicle Owner and the
P2P Platform along the way. The experience may vary
considerably between countries and P2P carsharing
service providers. The steps in the image have been
group ‘geographically’ for simplicity sake. In reality
many of them could happen anywhere.

with service providess,

Thoughts
&Feelings

Emotional
Experience

Phases of

the Journey Inquiry

Description

Recommendations

Design homepages with separate targeted call-out
areas lying above the fold, taiored for residential and
tech-savvy customers. Interal product areas should
Include basic plain-English product descriptions and
la price points with a clear ¢ ction. Gullet
pomnts should inchude keywords that summarize
options and features typkally found in product
datasheets.
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Sarah's Broadband Provider Journey

Sarah is moving her family of three, She knows she's going to need phone and Internet service. The effective and contextual
factors that will affect Sarah's choice in broadband vendors are price, and her existing knowledge of and previous experience

Consults with influencer

[ 41 cant afford what fm finding here” B

Recommendations
Use IP location sevvices to geo-locate customers -

s Users 1o configure services before adding them
10 the cart and reflects bundied price discounts in a
ciear and obvious manner.

Recommendations

Reduce the ameunt of mformation required by stream
lining and improving any aeas that contain foem fields,
using industry best practices. Work on setting expecta
thors foe the Installation phase with phone customer
Service feps to Improve the overall experience with
your brand.

Emotion throughout journey

Installation

Description

The Instatia

newhat painful for

frestalien

Recommendations

Mary factors corwerge to make this phase of the
Customes journey Lnpieasant. Providing accurate
derival Uirmes, courteous technicans and clear

g Instaiiation can help
alieviate the negative experience in this phase. Also,
consider having leave-behind customer comment
cards 50 customess fel empowered to give feedback
into the peocess.
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FIRST
EXAMINATION

PATIENT

VISIT THE
PATIENT

POC
TESTING

ORDER BGE, CBC,
BMP TESTS

EE ""':I:-':':"

INITIAL
EVALUATION

REVIEW FIRST
TEST RESULTS

ES
RESULTS

CALL THE

REVIEW
PATIENT CHART

TEST BGE. CBC
AND BMP WITH
POC DEVICES

ADD PRINTED BGE,

CBC RESULTS TO
PATIENT CHART

ER NURSE

NEPHROLOGIST

SERVICE
BLUEPRINT

Service Blueprints

capture the flow of tasks

and interactions
underlying the delivery of
a service experience.

RECEIVE FIRST

SPECIALIST LAB
CALL TESTING

ORDER A FULL

NEPHROLOGIST BLOOD TEST

E -

PRINT LABELS &
SEND BLOOD

SAMPLES TO LAB.

INFO AND GO TO
THEER

RECEIVE TEST
ORDER & VIALS

SPECIALIST
VISIT

PROVIDE FIRST
ASSESSMENT
INFORMATION

ASSIST THE
PHYSICIANS

VISIT THE
PATIENT

Liver functions
Kidney functions
Coagulation
CRP

sphrologist
In additiarn

DIALYSIS
SET UP

CALL THE REMNAL
NURSE TO SET UP
DIALYSIS

|

PREPARE A SLOT
FOR UPCOMING
PATIENT

Patient chart
During the transfer the chart
travels with the patient

PREPARATION

VITALS
CHECK

PRE-DIALYSIS
CHECK

PATIENT
TRANSFER

TRAMNSFER THE
PATIENT TO THE
DIALYSIS UNIT

/IEW FULL

TEST
RESULTS 3 VITALS

START
DIALYSIS

START
DIALYSIS

-

e GLEEETTTE T

TEST FOR
INFECTIOUS
DISEASES

PRINT THE
T SHT AND
VITALS

CK PULSE,

SETUP THE
MACHINE +
CONMECT THE
PATIENT

Infectious diseases
Rapid HIV, hepatitis B and C
t e right befare

are always put an

Infection rizks.



VISUAL TOOLS TO DESIGN IMAGES

03/IMAGES

A REALISTIC R
THROUGH TS
PROJECT THE
- XPERIENCEA
SUPPORTING
OF THE SOFT |
QUALITIES.
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VISUAL TOOLS TO DESIGN IMAGES

COLLAGE /
MOODBOARD

An association of
photographic images
used to convey a specific
feeling/emotion/
atmosphere that the
concept should embed.
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VISUAL TOOLS TO DESIGN IMAGES




VISUAL TOOLS TO DESIGN IMAGES

PERSONAS /
USER ARCHETYPES

Personas are fictional
characters describing - =

Transit

L_,_.-_-

Tutoring

behaviour patterns, goals,
attitudes, and
environment (clusters of
users that the design i _
team take as reference). Ll S Transit




VISUAL TOOLS TO DESIGN IMAGES

“My friends are number one.
We are always in touch,
chatting and sharing - either
in person or online.”

TECH LEVEL HOUSEMOLD DEVICE USAGL TECHLEVEL

) | ——

toules Family 0

“Help me enjoy relaxation
time with my family without
the headache of figuring the
technology out.”

T PO AR AT ANTY T AT A

“I'm miles away from my
family and I can’t afford to
call home as often as I'd
like - even though my job
has lots of downtime.”

@I

f@—

THE SERIOUS GRADUATE STUDENT
M 20 . grgroerieg sSicent

“My smart phone is

old but it gives me

Google and What 'sApp

- Idon’t need more.”
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CONCEPT

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

2010 R

T e VUL UIESE arags’
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VISUAL TOOLS TO DESIGN IMAGES

1IsyMonitor™

F:}p Prinier
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VISUAL TOOLS TO DESIGN NARRATIVES

O04/NARRATIVES

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

STORYBOARD

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

IME VISITORS SPEND IN LANE TO TELL THE STORY OF
) HIDING.




VISUAL TOOLS TO DESIGN NARRATIVES

e
USE THE FLOOR,

MARK PLACES WHERE ANNE D D D D

DD SPECIFIC THINGS.

WHERE FURNITURE ONCE D D % D a
WAS. D D Q m» B D

00 jgg

USE LIGHT AND SOUND
T) CREATE AN EXPERIENTIAL
SHIET RETWEEN HIDING \N THE

ANNEXE ) THE CONCENTRATION
CAMP.

ENTRANCE
provipe PEOPLE Wi T A P\N N-:»MN S‘T'T“
PREJUDILE AS THEIR Museum “TICKE
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VISUAL TOOLS TO DESIGN NARRATIVES

TORTTRN

USER
SCENARIO

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







WHEN?
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VISUAL TOOLS TO DESIGN APPLICATIONS y 4 & | '
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THINK

2013, User Centered Design Workshop, System Map
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PRODUCT ORGANIZATION

' i\ 1 \:
COLLABORATE

2013, Company Reorganization Workshop, Ecosystem Map

cuola del Design



VISUAL TOOLS TO DESIGN APPLICATIONS

ANALYSE / IDEATE

2012, Telco Experience - Customer Journey Map

o
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APPLICATIONS

ENVISION

Disney Experience
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