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Katrina Galway, Customer Experience Planning Consultant
Plan Customer Experience

· Think outside of the product

· Think about the specific points where customers are touched

· Think about the core of Brand loyalty

· Research who your customers are

Why think outside the product?

Ex. Telephone: used as political mobilization…


People use products in completely different ways. Everything is connected.

Business Trends

· HP outsource everything

· Look at how you can differentiate yourself

· Don’t just look at specific part, but look at the experience

Touch points of experience


Customers choose and purchase the product. They are most likely going to:

· Install the product (think about how the installation will work out)

· Service the product

· Upgrade the product

· Dispose the product

Customers great experience AROUND the product.

Who chooses products?

· The person purchasing may not be the one who is using the product.

· Who the customer is varies. There could be more than one person. We need to research for all those customers.

Ex. First aid products for kids (adults/parents purchaser)

 
Vehicle for elderly (son or daughter purchasing for the parents)

Some creative ideas that people have came up with in the past:

· IKEA: assist customers in choosing their furniture by providing tape measurement, pencil, paper, and etc. This has nothing to do with the furniture itself.

· Amazon.com: One-click option which stores credit card and shipping information for an easier process of purchasing.

· IKEA: provide tool that is adhered to the bottom of the table for convenience and prevent the loss of the tool. This also has nothing to do with the furniture itself.

· Various interface designs of buttons which are intelligible and provides immediate satisfaction. Support system behind the scene makes a huge difference in customer experience.

· Vacuum cleaners and baby strollers that look more cool and manly. This is due to the fact that men are beginning to do domestic chores.

· Cannon Elf: Made to fit in a woman’s purse, used in a social context, make using better.

· Accessories for cellular phones:  Face plates and trinkets, which make the phones more personalized and cool.

· BMW Isetta: Cars that are classified as motorcycles to lower insurance rate, can ride between traffic as a motorcycle. 

In order to create a successful product it needs to be:

· Easy to learn

· Have a good support system, if not easy to learn

Service

Ex. Purchasing a printer cartridge, which one to choose? Make this experience easier for customers. This maybe done by figuring out the whole life cycle of the printer.


Upgrading/Disposing

Most often products are toxic. People need ways to dispose their products. Ebay has become a way to get rid of the old stuff.

Brand is the total experience that you have had with the product. One needs to think about the gestalt (global general feeling).


Ex. Is it easy to purchase?


      Is it easy to install?

Need to design so that everything aligns together and makes sense.

Chris Ertel, Consultant
Library of Congress and Scenarios For the Future Preservation of Digital Preservation

www.archive.org - websites stored from the past, wanted to save the World Wide Web for future generations.

ex. Digital perseverance- found video of grandpa playing bells online



Library of Congress: “to sustain and preserve a universal collection of knowledge and creativity for future generations”

Digital Preservation: A Five Layered Challenge
1. Curatorial challenge

how to decided what to preserve?

2.Technological challenge

how to deal with obsolescence of hardware and software

3.Intellectual property challenge

how to provide access while protecting rights of creators

4.Economic challenge

how to pay for it all 

5. Organizational/Institutional Challenge

how to put it all together and where to put it

 5 stage design process for phase one

1. Environmental scan

2. Scenario Development Workshop

3. Draft design of high level technical architecture

4. Pilot project workshop

5. Draft, plan with recommended

Scenarios

	ARE 
	ARE NOT

	-outside in
	-inside out

	-multiple possible futures
	-single future

	-hypothesis
	-predictions

	-stories
	-plans

	-mental maps
	-designed to reinforce cardinality

	-customized to content
	


everything




What is
saved





Most 
important



LC



Who saves?



Everyone

Preservation Architecture Design Principles

- Allow questions of preservation to be handled separately from questions of access

Draft Architechture Design



4 layers between people and bits



-Interfaces




-Collections




-Gateways




-Repositories

Open ended challenge


-provide enough structure to stay focused but not enough to restrict your creativity

Main Points about design

1. Be clear about desired outcomes

2. Be clear ab

3. out design principles

triage





Congress of Libraries





Universal Library





-only library





- LC coordinates preservation efforts that are executed mainly by other institutions





-peer to peer system








