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People, Places, Products...

source: [3]
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Processes and Performance
source: [3]
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Processes

-the process describes “how” the service is ordered, created and delivered to the user
-processes can change subtle or radically within the service through different

environments and over time
-often there are multiple pathways and therefore processes through a service

experience

:
-

source: [9]
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What is a service?

-a chain of activities that form a process and have value for the end user
(customer journey)

-services affect our daily qualify of life
(user experience)

-service design is somehow similar to systems design (Chapter 2)
(service blueprints)

-service design focuses on the entire system of use
(via touchpoints)

source: [9]
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Service design can involve

person2person interaction = check in desk
person2machine interaction = self check in kiosk

machine2machine interaction = airport baggage system
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Service as Design Triangle:

/ brand\
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Service design addresses the functionality
and form of the service medium. The aim Is
to ensure that service interfaces are usable
and useful, effective and efficient,
desirable and differentiated from the
provider and the persons point of view.

after Birgit Mager

LMU Miunchen — Medieninformatik — Alexander Wiethoff + Andreas Butz — Interaction Design — SS2014

10



What is an Experience Blueprint?

An experience blueprint is a diagrammatic representation of the user
journey that maps processes, touch points, people and support
activities involved in creating the experience.

It helps in visualising the correlation between the front stage (user end)

and the back stage (provider end). It also helps to interconnect the
tangible elements with intangible and deal with them more objectively.

source: [2]
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User Touch points

O

Entry

O

Front Stage

O

> Exit
Time
Provider Touch points
Support Processes
Back Stage
source: [2]
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DESIGNING MEDIA

REVIEWS &
- CHAPTERS INTERVIEWS DVD COMMENTS BILL MOGGRIDGE DOWNLOAD BUY THE BOOK

About the Book [3 shareThis

Mainstream media, often known simply as MSM, have not yet

disappeared in a digital takeover of the media landscape. But the

long-dominant MSM-television, radio, newspapers, magazines,

and books-have had to respond to emergent digital media. v

Newspapers have interactive Web sites; television broadcasts Rl
over the Internet; books are published in both electronic and print ~5:?‘
editions. In Designing Media, Bill Moggridge examines ;:“?53 2 s
connections and conflicts between old and new media, describing -::'3; @7//"5‘/ Nikg
P Wrife DU

how the MSM have changed and how new patterns of media
consumption are emerging.

The book features interviews with thirty-seven people who have
made significant creative contributions to the design and
development of media, ranging from the publisher of the New York “
Times to the founder of Twitter. We learn about innovations that

rely on contributions from a crowd (or a community), as told by
Wikipedia's Jimmy Wales and Craigslist's Craig Newmark; how the
band OK Go built a following using YouTube; how real-time
connections between dispatchers and couriers inspired Twitter;
how a BusinessWeek blog became a quarterly printed supplement
to the magazine; and how e-readers have evolved. Ira Glass
compares the intimacy of radio to that of the Internet; the producer
of PBS's Frontline supports the program's investigative journalism
by putting documentation of its findings online; and the developers

of Google's Trendalyzer software describe its beginnings as
animations that accompanied lectures about social and economic

development in rural Africa. httP://VWVW.deSign | ng'med ia.com/

THE MITPRESS / IDEO / COOPER-HEWITT, NATIONAL DESIGN MUSEUM / DESIGNING INTERACTIONS
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http://www.designing-media.com/

Designing Media

e Designing for Communities

e Branding and Design
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Paul Saffo

is @ media futurist
and professor at Stanford University
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-shift from an information to a media world
-mass media to personal media

-towards participatory media > there is a need for
participation

-economy where every single act is an act of creation
> result

-this changes economy

-the amount of participation with media affects the
economic situation

source: [1]
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...different media invite
different degrees of
participation on the part
of a person who chooses
to consume a medium.

Marshall McLuhan
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"Any hot medium
allows of less
participation than a
cool one, as a
lecture makes for
less participation
than a seminar, and
a book for less than
a dialogue.”

Marshall McLuhan

JIwww.sopadeideias.com.br/blog/wp-content/uploads/2011/07/encyclopedia-britannica-marshall-mcluhan.jpg
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Hot Cool
Media Media
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Interaction Design Paradigms

A paradigm is an example that serves as a pattern for the way people think about
something.

It is the set of questions that a particular community has decided are important.

For interaction design there is often some confusion about what paradigm you are
working with.

source: [3]

LMU Mudnchen — Medieninformatik — Alexander Wiethoff + Andreas Butz — Interaction Design — SS2014 22



Designing Media

*The Vision of Designing Media

e Branding and Design
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WIKIPEDIA
The Free Encyclopedia
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“What is it that people are going to be
doing that they’ll find fun, and how do we
make it interesting?”

Jimmy Wales

source: [4]
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-top down vs. bottom up approach
-don‘t design systems around the worst people

-design systems around the core of the good people

source: [4]
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Expert Mindset

design-led
with

expert mindset

Design-Led

design-led
with

participatory mindset

‘users” seen as subjects
[reactive informers)

research-led
with

expert mindset

Research-Led

research-led

with

participatory mindset

Participatory Mindset

“users” seen as partners
(active co-creators]

source: [6+7]
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€ 9 C & © enwikipedia.org/wiki/Main_Page
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WIKIPEDIA
The Free Encydopedia

Main page
Contents

Featured content
Current events
Random article
Donate to Wikipedia

w Interaction
Help
About Wikipedia
Community portal
Recent changes
Contact Wikipedia

» Toolbox
» Printexport

w Languages
Simple English
Ll
Bahasa Indonesia
Bahasa Melayu
Bwnrapcku
Catala
Cesky
Dansk
Deutsch
Eesti
EAANVIKG

Main Page Discussion

Welcome to Wikipedia,
the free encyclopedia that anyone can edit.

3,686,115 articles in English

Today's featured article

James Boyd (1906-1998) was an American physicist, mathematician, and academic
administrator. He was director of the Georgia Tech Research Institute (GTRI) from 1957 to
1961, president of West Georgia College from 1961 to 1971, and acting president of the
Georgia Institute of Technology from 1971 to 1972. Along with two fellow Georgia Tech
researchers, Boyd co-founded Scientific Atlanta, where he was a board member for 25 years.
As director of the Engineering Experiment Station (now GTRI), Boyd was involved with the
establishment of nuclear research at Georgia Tech and the construction of the Neely Nuclear
Research Center. As president of West Georgia College, Boyd oversaw the racial integration of the campus in
1963, unprompted by a court order. In 1971, Boyd was assigned as interim president of Georgia Tech following a
brief tenure as a vice chancellor for the University System of Georgia. At Georgia Tech, Boyd resolved issues
involving the attempted takeover of the Engineering Experiment Station by former president Arthur G. Hansen
and alumni calls to fire head football coach Bud Carson. (more...)

Recently featured: Hurricane Danny — Mantra-Rock Dance — Neil Hamilton Fairey

Archive - By email — More featured articles...

Did you know...

From Wikipedia's newest content:

e ... that Evel Knievel's preferred stunt bike, the Harley-Davidson XR-750 (pictured), has won
the most AMA Races? '

e ... that Tuscan admiral Jacopo Inghirami was Govemor of Leghom?

« ... that Handel's oratorio Messiah is structured in three parts, with a libretto about the
Christian Messiah drawn from Bible verses, mostly taken from the Old Testament?

« ... that Haigh Hall, which replaced the ancient manor house of Haigh, was built between 1827 and 1840 by

en.wikipedia.org/wiki/Talk:Main_Page

Read View source View history

e Ars e History
¢ Biography ¢ Mathematics
o Geography e Science

In the news

* The FIFA Women's World Cup concludes with Japar
United States to become the first Asian team to eve
tournament.

o Dawn (artist's impression pictured), a robolic spacex
around the asteroid 4 Vesta, four years after being |

¢ As the News Intermational phone hacking scandal
arrested and Sir Paul Stephenson resigns as comm

¢ A triple bombing in Mumbai kills at least 19 people

* UN Secretary-General Ban Ki-moon seeks worldwide
drought, which has left ten million people in need ol

« Ahmed Wali Karzai, Afghan politician and half-brot
assassinated.

Wikinews - Rec

On this day...

July 18: Constitution Day in Uruguay (1830)

e 1290 - Edward | issued an edict expelling all Jews

¢ 1831 — Pedro |, the last Emperor of Brazil, was ent
under a regency, starting a rule of 58 years.

e 1870 - The First Vatican Council declared that the F
he solemnly declares a dogmatic teaching on faith a
divine revelation.

e 1976 - At the Olympic Games in Montreal, Nadia C
person to score a perfect 10 in a modern Olympics ¢

*  ChadHurleyl024.mov
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source : [4]
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Proximity & Grouping
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-small incremental changes
-maintain simplicity

-listen to people and do something
-provide good customer service

-enable volunteering

-Increased service engagement

source: [4]
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The LEAN Startup Approach

http://lean.st/images/startup-feedback-loop1.png?1315940898
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Designing Media

*The Vision of Designing Media

e Designing for Communities
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-by providing the platform to the community individuals
were able to create their own experiences

-content filtered through the community
-building trust through the interface design & branding

-branding as a success factor

source: [4]
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Service as Design Triangle:

/ brand\

relationship

Service People
Provider (User)

meta
design

design

Service

Medium
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-think about experiences rather than products
-only show people what they need to see
-think beyond the screen (e.g.return of the tangibility)

-add a "human touch” > be an advocate of the user
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