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Why am I here?



“Librarians are being asked to 
consider user needs and behaviors”
Electronic Resources & Libraries



There is a growing expectation 
that organizations provide 
contextually relevant products and 
services that present themselves 
in a cohesive manner. 

A Trend



We perceive the products and services of 
an organization as a single entity.



“No matter the size of an 
organization, services tend to 
be delivered through multiple 
departments that are designed 
to support their own 
operational efficiencies rather 
than deliver a holistic service 
experience for the consumer”
Fran Samalionis - IDEO
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A fragmented structure is 
good for business…

But it often leads to artificial 
barriers that degrade the 

user experience.



While a user’s experience is often the 
result of interacting with “usable” artifacts, 
the starting point for creating more 
meaningful user experiences is often 
“re-designing” an organization. 

The Challenge



“We don’t sell to consumers. We sell to contractors.”
Honeywell Executive



“Scheduling? Yeah, it does that. 
You just go… Well.. This button? 
no… Hmm, I can’t even see what 
it says, to be honest.”
Research Participant
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At Comcast, everyone is treated the same
All customers are presented with options that involve every facet of the 
user experience.  There is no acknowledgement of “our” relationship.



Comcast users are forced to 
navigate across multiple 
disparate properties – that align 
to the business units.  

Completing basic tasks becomes 
complex, especially when ‘sites’ 
don’t share user credentials.



To create more meaningful      
products and services, you’ll have 
to challenge your organization’s:

•  Process & Definitions
•  Value Structure
•  Perception of the customer / user
•  Concept of ownership (fiefdoms)



•  A defined process for gaining empathy with your 
users – and translating these insights into tangible 
product & service outcomes

•  To be prepared to justify your decisions with 
narrative instead of hard data (it often isn’t there)

•  To start thinking of your organization as a single 
entity – where your products and services evolve 
over time (i.e. facilitate a relationship with the user)

To create more meaningful 
products and services, you need:
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Ethnography Synthesis Prototyping

Immersion in the cultural 
context of a problem

Making meaning through 
inference and reframing

Hypothesis validation through 
generative, form-giving activities

Design Process & Theory

•  Contextual Inquiry
•  Contextual Observation
•  Participatory Design
•  Body Storming
•  Journaling / Diary Study
•  Cultural Probes

•  Affinity Diagraming
•  Workflow Modeling
•  Customer Journey Map
•  Storyboarding
•  Archetype Definition
•  Concept Mapping

•  Storyboarding
•  Paper Prototype
•  Simulation
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Design Process & Theory

Empathy Inference Iteration
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Ethnography Synthesis Prototyping

Immersion in the cultural context 
of a wicked problem

Design Process & Theory

Gathering data in order to understand
Gaining empathy in order to relate
Suspending judgment 
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Stacy 

Participant #9 

They told me that everyone should be looking into doing 

multiple internships.  It's really competitive right now.  

Before one was fine, but I probably need to do more like 

three.  I wanted to be lazy like I was back home, but now I 

kind of have to try. To stand out from the rest I guess. 

 

I found out about the major from a guy at The Gap.  I 

didn't even know what that was.  I Google it, and it 

sounded better than just regular business, so I just chose 

that. My life decisions are based on stupid things. 

 

I wanted to know that I have a degree that allows me to 

travel. It gives me the luxury of knowing multiple 

languages and cultures. I had to take a lot of extra 

classes - I have to learn another language.  It's taking a 

lot more work than a [major] degree. 
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Amy 

Participant #13 

I didn't even want to do Mech E.  I wanted to do 

biomedical engineering.  When I got to [school] it wasn't 

available.  SO randomly I picked mechanical engineering 

because I had a lot of mechanical engineering friends. 

 

After the non-profit then there is grad school.  I'll either go 

to another country and study abroad or go to grad school.  

I won't know till graduation, I like to take it day by day, I 

don't like to plan ahead.  I have a bunch of ideas but I 

don't think they are my plan. 

 



Foundational 
Educational  
Memory 
 
An early educational 
moment, where a 
primary authority 
figure establishes 
expectations around 
learning and work 
ethic 
 
 

Major 
Selection 
 
 
A commitment of 
what to study, 
usually decided 
during the first few 
months of college; 
typically based on 
whim or convenience  
 

Resigned  
Commitment 
 
 
An emotional resolve 
to a particular course 
of study, lifestyle, 
and future, based 
primarily on 
academic 
experiences 
 

Identification 
of Aspirational 
Goal 
 
A vision of post-
graduation, with an 
aspirational career or 
educational goal 
identified (graduate 
school, a job, a 
particular title, etc) 

College 
Selection 
  
 
A decision of where 
to attend college, 
usually made 
during high school, 
balancing various 
utilitarian and 
emotional 
constraints 
 

Major 
Renegotiation 
 
 
A change of major, 
often made during 
junior or senior year, as 
a response to prior 
major selection and a 
result of deep emotional 
searching 
 

Non Traditional 
Academic 
Experience 
 
A non-traditional 
learning experience, 
such as study abroad, 
internship, or 
mentorship, that 
dramatically changes 
or solidifies a trajectory 

Extreme. Either 
empowering or 
demoralizing. 
 
 

Stressful, yet 
simultaneously 
arbitrary and 
cavalier. 

Resolved, and a 
sense of being 
trapped. 

Optimistic  
nervousness. 

Stressful.  Shameful, as if letting 
down friends, family, 
and themselves. 

Reflective, and full of 
opportunity.  

Emotions 

Grade school 
teachers, family, 
personal mentors 

Family, friends - - High school 
guidance counselor, 
family, friends 

Family, friends Mentor 

Collaborators 

- - - - High school Survey - - 

Tools & Processes 

Academic Journey



Major Selection 

Perhaps the most anxious part of the 
academic experience for the students we 
spoke with was the selection of a major 
course of study. Students described 
selecting majors based on little or no 
rational data, and feeling as though they 
were trapped with their decision. Changing 
major was described with feelings of shame 
or stress, yet it was a common thread 
across nearly all of our participants.  
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Ethnography Synthesis Prototyping

Making meaning through 
inference and reframing

Design Process & Theory

Combining data in new ways
Identifying patterns and anomalies
Judging, and learning



Sexual Assault in the Military
“Our programs do not 
seem to be having an 
impact..”

Img: Paul Schlemmer



Sexual Assault in the Military
“Left of the Boom”

Img: Paul Schlemmer



http://www.sexualassault.army.mil/content/what_to_do.cfm

“I have been sexually 
assaulted. What should I do?”
“Go to a safe location away   
from the attacker.”

Sexual Assault in the Military
“Left of the Boom”

Img: Paul Schlemmer



Sexual Assault 
occurs in an 

instant (Boom)

Sexual Assault
Is black and white

“I still haven’t removed him 
as a friend on facebook.”

“He took me to breakfast   
the morning after. I’m not 
even sure he knows what 

he did.”

“If his coworker never told 
him he was raped, he still 
may not have come to 
terms that he was a victim.”

“She was just someone I 
was being nice to because 
she was my friend and she 
seemed nice to me.”

“We became good friends. We 
hung out a lot. He was married 

for at least part of that. He 
wasn’t when we first met.”



“How can we design a solution to this 
problem, when no one can even agree 
on the definition of what it is?”
Project Stakeholder



“80% of sexual assaults do not occur in a   
single instance, i.e. the sudden attack.

 They are occurrences that perpetuate over time 
to which both participants are willfully blind.”



Customer Journey Map
For the non black & white cases of Sexual Assault



Boot camp activities 
focused on building 
resiliency

“Civilian Artifacts” that 
debunk the “boom” 

Policy: The 
Reporting process

Customer Journey Map



“We can’t have any of that hippy-
feeling shit in the military”
Project Stakeholder



Project Stakeholder

“Look at that girl (sketch), she looks 
so alone.  We have to fix this.”
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Ethnography Synthesis Prototyping

Hypothesis validation through 
generative, form-giving activities

Design Process & Theory

Making things
Trying these things with real people
Improving fidelity over time



“Our culture sees birth as a scary, 
out of control event that needs to 
be addressed as a procedure.”
AC4D Students:  Anna Krachey, James Lewis, Meghan Corbett



Theory: Mothers who are 
more involved in the birth 
process will have a more 
positive birth experience.



"I made some assumptions that 
people would know what to do 
and really, nobody knew what to 
do or what I wanted them to do." 

-L.

"I wish I could have told people 
'Oh hell no, don't come to the 
hospital- you can't help and I 
don't want you here.'" 

-K.

User Testing



Pregnancy
Announcement

1st Picture
(sonogram)

Mobility
Considerations

Prepare for
Birth

Create 
Birth Plan

Birth Is
Happening

1st Day 
Home

Customer Journey Map



App Store
Database

System
Database
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App sends 
Invite to 
Selected 
Contact

“Please Keep 
this in the 

Circle” posted 
above content

Sends out  
Alert Messages  

and Task 
Reminders

Sends Task 
Checklist to 

Friend

Download  
App

COMMIT RECRUIT DISSEMINATEINPUT INFO

INNER CIRCLE Service Blueprint

D
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g Mother 

Downloads  
App

To
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Sign up for 
account

Submitting 
Name, Email, 

Password,  
Due Date

Email address 
field, password 

field, date 
selector

App store

Create  
Circles

Searching 
Contacts

Contact search 
field, contact 

list

Share  
Content to 

Select  
Circles

Create 
Reminders

Creating 
Content, 
Selecting 

Circles

Pair Tasks to 
friends, create 

tasks, add 
to do items, 
feedback.

Text field, circle 
selector

Text field, 
templates

Labor Alert 
Button

Purchase 
Items

Button,  
password, 

cancel button

I need to get 
organized  
before my  
due date

Is this  
sending only 
to the people  

I want it to  
go to?

Did that send?

I hope this  
tool is easy and 

helpful.

Privacy  
Concerns

Is this going to 
be easy for my 

friends and  
family to use?

Feeling more 
organized

Who can I 
depend on?

Am I forgetting 
something?

Did that send?

Who is close to 
me and I can 

count on?

Who would be 
hurt if I didn’t 
include them?

Who needs 
boundaries set 

around commu-
nication?

Did 
that send?

I hope they 
respect my 

wishes.



Resources



44

Wickedproblems.com

By: Jon Kolko

Sketching User 
Experiences

By: Bill Buxton

Resources

AC4D Design Library
Library.ac4d.com
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Design for Impact Bootcamp

Workshops

$10  -  March 23 – Austin Tx

1.5 Day Bootcamp 
Our Location or Yours

10-Day Training & Creative Direction
Our Location or Yours



•  Start thinking in terms of systems & services

In Summary:



•  Start thinking in terms of systems & services

•  Challenge the organizational precedent

In Summary:



•  Start thinking in terms of systems & services

•  Challenge the organizational precedent

•  Tell stories instead of looking for hard data

In Summary:

(Get out of the office – Gain empathy)



•  Start thinking in terms of systems & services

•  Challenge the organizational precedent

•  Tell stories instead of looking for hard data

•  Rapidly iterate “small solutions” 

In Summary:

(it’s OK if it’s not polished)




Matt Franks
Professor, Austin Center for Design
mfranks@ac4d.com



