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Location: San Jose, CA — Passive Active

Character: The Computer Nerd
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+ o cut down on unhealthy eaing and drinking habis

+ To measure multple aspects offe more scientfcally

+ Toset gosls and see and make postve mpacts on his fe

Preferred Channels

Social Media

Moble
Frustrations

« Unfemiliar with wearable technology

+ Saturated tracking market Traditional Ads
« Manual tracking is too time consuming 1
I feel like there's a smarter way for Bio Brands
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User Framework Analysis

Phlebotorny is not a complex procass, howaver it
irvolves a saquance of activiies with well defined
objoctives.

Taking advartage of the user framework analysis,
six major modes of activity were organized at a
higher leveal;

+ ldentification
« Familiarization
= Confirmation
= Preparation

* Procedure

+ Restoration

For each made, several activities ware described
and extensivaly broken dovin into sub adtivities.

The sub-activitias, tha avarage tima, and the tools
irvolved were included in the matrix fullilling great
part of the Phlebotomy process. Furthermora,
opportunities for product and service development
wara defined basad on tha insights datactad

from the usar obsarvation for each stage of the
Phlebotorny process.

Cuoler Coda
Activitizs in great demand
for Phlsbictomist skills

Potential arsna for
innovations J improvements

+
I
N
o

5. E74(Tools) / 2Si0| 1
6. M=ZEE(Interactions)

7. 2EHResponses) | 1&

Sh=Al

PHLEBOTOMY

Identification

Observations

Verify

Activitios

ro

Familiarization

Explain

Calm

Confirmation

Identify

Prepare

Patient restrictions Procedures Patient Patient Order
Motive Identifying Confirming Intreducing Tranquilizing Checking Updating
Sub Aclivities | Upon entering the  Ask or confirm Explain brigfy Frofessional and 1. Requestident-  Writs or type
room, phieboto- igsuiss refatsd to what needs to be oourisous beftav- fication f&.g. driv- infomaticn on the
mist should asic digposition. (5.0. dorre. for should feip 67’3 ficence o requested fom.
the: patisnt wiat dist, siress, age calm the patient hospital records).
hisorhermameis  and weighl. o may be ner- 2. Gompars infor-
yoos mation with the
g5t regussis
Time 00:00:10 00:00:20 00:c0:30 00010 00:00:40 000015
Tools Patient rezord Identification Patient record /
might be available bracelet Jecard ! p=n/ Formal
Patiant record requast
Insiahts Patisnts need to Misundarstanding Misunderstanding Appropriata skills Migspslling may Misspslling may
b wisll grestad may occur keading may oocur naed to ba usad to oceur duringidenti-  @scurduirmg idanti-
to written ermore calm patiant prop- fication fication

ary

Qpportunities

Training &
Freducts

Pratocol &
Produsts

Training &
Products
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@ Stan

Sk powts of Sorvica rapreseats
an indivicuals urnay through the

cofled shep axpriente of Foxy
Lewy, located in Savareah, Ga

E2:ch color o the lefl represants
@ part of tho journay, E3ch point

@ Touchpoint

oy have sub-points such 3
san265 of "Ing” wards. Thasa st

pointz heip uz botter understand
1 individual journey a conumir

Interachion 9w ena senics exparionca.

Passive
Engagement

@ ston

“1should have paid closer at-

Iention o the menu they do
not have flavor shots,which is
what | wanted.

“The colfee is reasonahly
priced.”

@@é f’?’%

Paying
Searching
Handing
Riceiving
Collecting

7| 2t L=

I'm excited to see what this
place is all about.”

“I've never heen to Foxy Loxy,

“Firstimpression it leels very
homeyin here."

Mool
o e

=

Walking
Dedging
Obsaring

8

“Smells good,

Climbing
Entering

usually mixin splenda, skim
milk, a little hit of cinnamon. "

2940 &
»—«/

Customizing
Mixing
Pouring
Tasting
Meastring

“Feels like |walked into a Living
Room and | see straight ahead
iswhere I need to order”

s

By
@H

Losking
Orienting
Watching

“1have an opportunity to explore the
space aliile bir, ivs dilferent from

othar

&

“Istart to smell the coffee and
hear the music, | don't like to
wait hutit gives me time to
take in the surroundings.”

“The menu seems to be pret-
ty typical of your usual coffee
shop, I'm just gonna get my
usual order.”

(os)
$ad)

Dy, g

Wating
Watching
Texting

“Oh. 1 see my Iriend Allyeia, I'm gonna
sil down and talk to her for a bil, this

itTeels fike 'm

seems ik forme 1o do

rooms of someone’s home.”

Deciding
Reading
Profarencing

“Thatwas a dillerent experi-
ence but it met my expecta-
tions, 1 will definitely retumn,”

25
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< AfEl(Photography)2t 2H4510{ T{2Lt7t M| F0|LE AMH|AF &St mio] oYX x >

Main user actions / intentions

manage publish / view share

o o

capture

Touchpoints

Digital camera

Maobile phone

PC application

Web site / application

Portable mediaplayer (] (-] (o]
Print media o 0
Home mediacenter / TV (]

Touchpoints

Main user actions / intentions

o <] o

Digital camera

Mobile phone (o] (o]
PC application persona O o o (o]
Web site / application (-] (o]
Portable mediaplayer (o] (o] o
Print media (o]
Home mediacenter / TV (o]

PHOTOGRAPHY / CONNECTING THE DOTS

MAIN USER ACTIONS / INTENTIONS

CAPTURE

TOUCHPOINTS

DIGITAL CAMERA

MANAGE

persona

PUBLISH / VIEW

MOBILE PHONE

PC APPLICATION

WEB SITE / APPLICATION

PORTABLE MEDIAPLAYER

PRINT MEDIA

HOME MEDIACENTER /TV

e\ \ i\ )\ )\ G\ ()
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Guiding Principles

People choose rail travel because it is convenient, easy,

Rail booking is only one part of people’s larger

JIR ot MOIES S5 BE 725t 0fe] T-5 212 7|2

Rail Europe Experience Map

People value service that is respectful,

; People build their travel plans over time. ; Lens
and flexible. travel process. effective and personable.
Customer Journey
STAGES Research & Planning Shopping Booking Post-Booking, Pre-Travel Travel Post Travel
| entervips || Reviewfares contim || e oovment || sevews [ Share experience |
- onfirm elivery ayment eview . R i
Research destinations, routes and products itinerary options options confirm Wait for paper tickets to arrive Activities, unexpected changes -
Select pass(es) Follow-up on refunds for booking changes
Look up
Destination time tables Print e-tickets Change E-ticket Print
I:I plans at Station Web. Share
Check ticket Get stamp phatos
tatus Journe
TOINE Live chat for s for refund Y
’ questions Share experience
Planwith  leUropecom EBTEEY i (reviews) Model
B 5 inding pass) May call
[IEER difficlties Buy additional
Blogs & Kayak, compare oceur Plan Web tickgs
Travel sites airfare activities View
. v v v Research maps web/
Talk with Web hotels - Wb apps
friends Paper tickets ) o .
arrive in mail confirm activities Request Mail tickets
Google Research timetables Arrange refunds for refund
searches hotels travel
«What is the easiest way to get around Europe? «Iwant to get the best price, but I'm willng to pay a Do | have all the tickets, passes and reservations | Do | have everything | need? «1just figured we could grab a train but there are not +Trying to return ticket | was not able to use. Not
«Where do | want to go? fittle more for first class. need in this booking o | don't pay more shipping? «Rail Europe website was easy and friendly, but more trains. What can we do now? sure i Il get a refund or not.
THINKING +How much time should I/we spend in each place +How much will my whole trip cost me? What are «Rail Europe is not answering the phone. How else when an issue came up, | couldn't get help. «Am | on the right train? If not, what next? +People are going to love these photos!
for site seeing and activities? my trade-offs? can | get my question answered? «What will do if my tickets don't arrive in time? « | want to make more travel plans. How do | do that? «Next time, we will explore routes and availability
«Are there other activities | can add to my plan? more carefully.
Qualitative
«I'm excited to go to Europe! «Its hard to trust Trip Advisor. Everyone is 5o «Website experience is easy and friendly! +Stressed that I'm about to leave the country and «1 am feeling vulnerable to be in an unknown place in « Excited to share my vacation story with my friends. Insi ghts
Wil be able to see everything | can? negative. «Frustrated to not know sooner about which tickets Rail Europe won't answer the phone. the middile of the night «A bit annoyed to be dealing with ticket refund
FEELING ~What if | can't afford this? *Keeping track of all the different products is are eTikets and which are paper tickets. Not sure «Frustrated that Rail Europe won't ship tickets «Stressed that the train won't arrive on time for issues when | just got home.
+Idon't want to make the wrong choice. confusing, my tickets will arrive in time. to Europe. my connection.
«Am | sure this is the trip | want to take? « Happy to receive my ticket in the maill « Meeting people who want to show us around is
fun, serendipitous, and special
Enjoyability Enjoyability Enjoyability Enjoyability Enjoyability Enjoyability
EXPERIENCE i Europe Quantitative
ss of Rail Europe Informatlon
Opportunities
GLOBAL PLANNING, SHOPPING, BOOKING POST-BOOK, TRAVEL, POST-TRAVEL m—
Communicate a clear Help people get the help Support people in creating their Enable people to plan over time. Visualize the trip for planning Arm customers with information Improve the paper ticket experience. ‘Accommodate planning and
value proposition. they need. own solutions. and booking. for making decisions. booking in Europe too.
STAGES : Post-Booking, Travel,
STAGE : Initial visit STAGES : Global STAGES : Global STAGES : Planning, Shopping STAGES : Planning, Shopping STAGES : Shopping, Booking Post-Travel STAGES : Traveling
Takeaways
Make your customers into better, Engage in social media with Connect planning, shopping and Aggregate shipping with a Proactively help people deal Communicate status clearly at
more savvy travelers. explicit purposes. booking on the web. reasonable timeline. with change. all times.

STAGES : Global STAGES : Global STAGES : Planning, Shopping, Booking STAGE : Booking STAGES : Post-Booking, Traveling STAGES : Post-Booking, Post Travel

Information sources | » Stakeholder interviews » Cognitive walkthroughs » Customer Experience Survey » Existing Rail Europe Documentation Ongoing, non-linear Linear process Non-linear, but time based

s &X| : http://adaptivepath.com
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LEGO Serious Play2F?

LEGO Serious Play
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LEGO Serious Play2|
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LEGO Serious Play
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LEGO Serious Play
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LEGO Serious Play
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LEGO Serious Play
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LEGO Serious Play
OE|Z % 73}

Basic Etiquettes of LSP
DE FIIRHS LSPO|l 71510 104, 2517 | R0l 421t 4 Qli= AIZES 7HX|04, Z240| CHEHER D O|AF ZFO)| BOYaHOF B =Lt AFAIS] 4420t
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Etiquettes of LSP
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Blueprint for Overnight Hotel Stay Service

Physical Cart for bags Bsi] Elevators | [ Cart for bag Delivery tray
Evidence || AdWebsie | | #9280 | Empiores e Hallways Employes Me: Fo
ey i R jien appesrance
Cusiome Make Give b cail Racewve faod Check
, o ive bags (= room cve o
Actions || S | amive st hote | | Giooe Checkin Gotaroom | [Recewe bag fallbsy S Stecpishow i
Line of i I 1 f
onstagr : v | :
Visible Greetand Process L [Ea—— Process
Contact take bags registrafion heckout
Employee
Actions .
Line of Visibility
Backstage/
Invisible
Contact @::;m | Take vass Take foce
Employee || %o guest room erder
Actions
Line of Internal Interaction
Support Prepare fooe Regisiration
Processes eystem

System Users:
System H/W Components:
Working Space:

0| O|0|X[= MB|A SR ZEIES| oA 2K ZHdE Ao,

oAl 2EE|= YEHet H| X RABIA| HIEEIRACE. 012

SHEMTe TIEHR2 A2 S52 WEHA, Xtz LHo||

%« &% : Mary Jo Bitner, 2007 p.9
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0= TES B4 24 MNiE2st HES Sgis St &td
« Ex] 282 21(2009), 2|4 OEHE! P.266
|dentifying Processes > Isolating fail point Establishing time frame > Analyzing profitability

MHIAE 5= ERtES
CHES QL

L MHIA 7YRAE Htsp - ORE 0j5tD, 012 BRISH=
[m]
=

A °._H:|' 5

- Exfet HEs THNCZ * EARIL EH 2 AIE et
SHelt EIX}ol| Chish J1eq St

- SUURO| LISSIA H2elL
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Exhibit |

Blueprint for a Corner Shoeshine

Standard
execution time Eﬁgzg ggﬁslyh Buff /ﬂ'D”'BCt A
2 minutes - - —‘)I payment .
N /
Total 30 30 45 15
acceptable seconds seconds seconds seconds
execution time
5 minutes / Fall\\ Wr‘ong
point |
/.' wax
Eeen Clean Materials
y customer | ghoeq (e.g., polish,
cloth)
45
seconds Facilitating products
Line of Facilitating services
visibility

MNot seen

by customer
but necessary
to
performance

Select
and purchase

supplies

and products

s ZX] : G. Lynn Shostack(1984), HBR 1984 1-2€l% p.133-39

Exhibit Il  Shoeshine Profitability Analysis
Execution Time
2 minutes 3 minutes 4 minutes

Price $.50 $.50 $.50
Casls Time @ $.10

per minute 20 .30 .40

Wax .03 .03 .03

Other

operating

expenses .09 .09 .09
Total costs 5.32 $.42 $.52
Pretax
profit $.18 $.08 (5.02)

#Z&X] : G Lynn Shostack(1984), HBR 1984 1-2¥€&

p.133-39
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Service Blueprint Components

Physical Evidence

> MHI2 &M/ A EE

Physical Evidence
MHIAE S5t 37t &H| S &2

i

rn
o
il

X
£0)
B>

Costomer Actions Customer Actions )
MHIAE Aeshs AH|Ae| SiEnt g
Line of Interaction N
Onstage / Onstage Employee Actions

Visible Contact Employee Actions

Line of Visibility

B9l0] AH[xIe} B ChStsHs HE

[

Y

Backstage /
Invisible Contact Employee Actions

Line of Internal Interaction

Backstage Employee Actions

2BIRI7| 2 = Sl= =2 dS

Support Processes

o] MHIAL|xfol 2 ohiiA]

Y

Support Processes
Me|A2| ZIgts X|plot= ERt

2H|XfF MH[AL| ZA|
Line of Interaction

HYUDS Hste Selat

AH[X}]

| &E=8M

AH|XPZEE = U= A
Line of Vi5|b|||ty
M|~ B ABIRDHEOR ol 8 4 9l ol
L5 &SZkgo| ZA
Line of Internal Interaction
FUADE Hielst Telat XYYRE sl
MERIEM
- 22 Z210| M/ZHARES S| Eekoty |z &
- K| PReHT 7|z s #elot= Mg e =

rr
il
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Service Blueprint for
Seeing Tomorrow’s
Service Panel(G|A])

@ 00O O

. Blog posts Event
Physical o ) Welcome Welcome ) ) )
X Facebook registration Welcome email ) Displays Twitter monitor Takeaway
evidence ) ) signage pack
Upcoming.com confirmation
v T
Participate .
) . o Listen and
Attendee Register for Arrive at the o with displays, . )
actions e Go to the event v Sign-in j—— interact with Depart
. panels
and drinks

LINE OF INTERACTION

Front-of-stage Blog, tweet and Greet Sign-in Seat Conduct el Conclude

. y A with
interactions announce event attendees attendees attendees panel Qianelt panel

LINE OF VISIBILITY

Back-of-stage
interactions

Manage

Recruit and

Create a CMU event ) Order chairs Coordinate
) o coordinate ) )
marketing plan registration and drinks panelists
volunteers
system

% &X : http://upcoming.yahoo.com/event/1768041
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MRI & Waiting  Check-out
Door Tag Room Room

Service BIueprlnt of PHYSICAL Front Waiting Front Waiting Front Hallwa Exam MRI & Exam
Presby Neuro Clinic EVIDENCE Desk Room Desk Room Desk Y Room Chart Room Chart
PATIENT o . ) . Follow to Wait in Answer . Ask Return . Check-out,
ACTIONS e ot ety At e Exam Rm Exam Rm Questions It Questions Door Tag e Pay & Leave
el o e I e R e L e P e ey e L e LR LES EELEE T
ONSTAGE Welcome 5 Process 5 Call Escort to 5 \z:aTsd:& 5 Meet Dr. 5 Process &
CONTACT ’ ’ Patient Exam Rm ’ Ask Quest : Kassam ’ Check-out
PERSON
Line of Visibility =====F==========cccccmcu-u
BACKSTAGE b C;fet h See Other See Other Grab See Other FS T‘th Wait ;’ake See Other
CONTACT atien Patients Patients Door Tag Patients a |e_n d way Patients
PERSON Chart Location Chart
A
Brings Chart in Grab Kassam
Door Tag ToBe —— Chart Get Quick
Back Seen Bin from Bin Review
A
Chart Write Rm Check
» Takenby #on Patient Dictation
Staff Schedule Location
Line of Internal Interaction ===--- e e et EELLEE LT 4 -------- F===p==--- e e e e e P e Y e L e
\ \ \ Y |¥ ¢V ¢ Y
SUPPORT Debble’s g:tc:l;g:é Door Tag Bin Schedule Sf:;:e g:tcaol_:g:é
PROCESSES Chart Cart e — System System System Syatia .
s« &X] : http://jamin.org/archives/2008/upmc-neurosurgery-clinic
elo| NBAHIAS BRERIES 24
- A 20| M StXpRFe] HE =& Physical evidence? | £&5104 SHX7} LI |SH= A|ZH0| Al St Qleg mfet
22 Fi S| 2ot e 0t ks

Q1 28 QM
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to
i

Process

People

Physical evidence

Place

Promotion

Product

Price

MH|A HXIo| S5
- H SOl HHS SAO) MTE 4 U= T4

AH|R}, 22l 5 MH| 20| Eojsts 2E 742
-X ) Sentoz 185 AL oS

= T HAO

MH|AE 0|835tHA MEst= BE S2|H Clil A (Servicescape)
- FHE QA FTI9| HiX], %':', Hm|o|X|, H{El FtE S

MH|AS AS5H= RtA
- Q1H|, O{C| A, O MH|AS HEE QIR

HYOM O|F0X|= ZE HRLIFOIE S
-dEs Eeln e E =0l Y

MHIAZ S| HEtol 4
ANHOR HO{=EZ L

1
x
=
|>
0x
T
o
_\,‘_

2H|XteE R AtO|o] B el El AMH|AL| THK]|
_ A—|I:I|ﬁ A|ﬁE:ﬂ0| 7|.7_:1|—||. AF#()“ I‘|o|'0|-xl gI-OI_I

MH|A FHQA 7P = DI EILA 4P + 3P F7}

3P
In service marketing

4P
In marketing mix
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@ A

Service Thinking: People

Deliver: Blueprints for new long term neurological conditions service

livelwork

= O] Altfl= SRZ2IE| 432 FHHE nfefs}| 2fsh 7H2| ALIZ|RE TS| 85582 253 Zalt HEHo|Ct.

% &X] :http://www.livework.co.uk
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SYNERGISTIC

Phase L. Design Research
COMPLETEL]

CENTFY UMMET MNEEDS | CONCEPTS

Cencuct desgn resaasch o Cewrlin concegls st eqess
wrear i cusomer seeds, thegnmesearth indrge.

CApRrienca

FRELIVINARY |
EUSHESS CASE
LCanstiuct nits tuiiess
case incliging market Sang,
lial sepmentaton, ad
epportunty portieko.

Phase 2.

Merative Development & Validation

| .%

' | PARTICIPATORY DESIGN
LW FOELTY "
© PROTOTYPES ¢ Seddcusirvernpute FHEITﬂT'l'FES
. . Sortwar refire protzhyses and decine
+ iy protuayps sainct ! mage awirmpriens. 1 lwwwl e
ineractons and design to best " that repmRsEntabvE Lenious
. L=age assemphons X " Ok

. i H 27
"‘ﬂng ; L
CORUITINT AMALYSES | REFINED | REFINED
! hosecs ag ! BUSNESS CASE | BUSIMESE CASE
porfoln and s tivtias o Reine inktial business cae Resfing badiness casa agan o
tunugh detaled conpri ! based on contived customer | inchede farther nsghts Fom
taceoll snayse. i ressarch. Comstrect indal o mseardh. Beg cemabictng
1 fargeting and postionng | pricing strabegy and
' U Aorecasing model.

SER TESTIVG
Seek rusiomes ngul 1o
harther rafing civlomer
ERPENCE.

FINeL

BUSNESS CASE
noagorale ese ketng
reseanch i refiee

e phaors. and wiial
prociet oad mapping.

Launch
Planreng

Phase 3.

)

| e

PROT

Laurch product o

, bonstraned targat fo fest

ser acceptarce e= mel a5
gokher fral ieachad for
mirnment prafaunh,

OIIIIIIIII’

ROADMAR FLAKIIN G
Deszlop product rezise

= 0] Algl= ERTZIEC| HE|E W50 AH[XIQ| LIXE A0 ZAHC|XIQIn} HIXL|A BHR Fe| D22 MH|AC| MRS FE51240|C} o|uff ZFIC|XFI2 Onstage process,
H|=L|A 212 Backstage processz O|SHEIL}.

% &% :http://www.slideshare.net/frogdesign/innovation-by-10
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Zone of Heterogeneity

Innovative
opportunities Mapic 1 e e ] | g T ] [ o e
focused at Knowledge
this text

=== —— b
e s et

o

= Ol AlZl= 71 SRZZIES| JIAMS M e, 2H[xfel SSAIS| YR Rl 7|5|E 8745101 22l ZMSS Sall MH[2 HS 0]2f2f AF|A 28[xE7H AMH|20]] ChH
HHASIQICE OIXE SR Z2IEE= M| A8kl 3, 01T gHgol Hat Sof 2t Cfeh JEHZ M s LS.

& http://lwww.core77.com/posts/25341/a-new-perspective-on-service-design-knowledge-and-hair-salons-25341
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