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Chapter 5 Interaction design and development
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Study Design and develop human-computer

interaction by design User interface and User
Experience
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Design and Development
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Interaction Design and Development : UX Tool : Empathy Map
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Empathy Map Canvas
(.1 WHO are we empathizing with? GOAL 1 What do they need to DO?
W |5 L EFSON We Wil 10 LN Jerstanay? ‘Wiat oo they need 1o o difesently?
‘wha i the situstion they sre n® What job(s) o they wand or need 1o el dong?
‘What & theirrale in the situation? Whiat decisan(s) oo they need 1o make?

Hvwr wall e kincew thesy were sucoesshl?

() What do they THINK and FEEL?

PAINS GAINS
':‘vh'r are ther foars, What are their wanis,
usirations, and anxieties? needs. hopes and drears? 9 What do they SEE?

‘What do they see in the markeiplace?

Whad do they see m ther rromedsle ersmonmaent
What dn They sea olhers saying and doing?

What are ey waiching and read ng?

WAL ara Chey Fesaring others say?
Whal are they heasing from friends?
Wit arg thiey hearing from colleagues™
whal are they hearing second-hand?

() what do they HEAR? C

() What do they SAY?

‘what have we heand them say?
What can we imaging Thermn sxyng?
What oiluer thaughes and Teslings reght matiate ther behayior?

() What do they DO?
‘Whal g they do loday?
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Interaction Design and Development : UX Tool : Customer Journey Map

CUSTOMER JOURNEY MAP Example (Switching Mobile Plans)

JUMPING JAMIE EXPECTATIONS
Scenario: |Jamie needs to switch her current mobile plan. * Clear online information
Shewants a plan that can save her money without having to * Ability to compare plan breakdowns
sacrifice usage limits. = Friendly and helpful customer support
DEFINE COMPARE NEGOTIATE SELECT
1. Review current plan 3. Watches commercial 6. Calls current carrier to 8. Decides on a new plan
2. Define parameters onTV tell them she is and calls customer
for new plan 4. Researches companies shopping around service to switch service
and offers on consumer 7. Calls competitors to

1 wonder if can reports website see what they can offer
pay less.” 5. Uses current carrier
website tool to “Well, | guess that
was all worth it.”

q/ compare options

“Over it. I'm switch-
ing providers."
“That offer seems
like o better deal.™

“Ugh, why is this
so difficuie?”

OPPORTUNITIES INTERNAL OWNERSHIP + METRICS

+ Compare alternate companys' offers for her * Customer Support Team: reduce average call time to 2 minutes

* Ereakdown current plan into § amounts * Web Team: add funtionality to allow Jamie to compare plans within our site
* Customer support via text messaging/chat * Marketing Team: track competing offers to create competitor database

A.Kunlaya Charoenmongkonvilai Source : https://www.nngroup.com/articles/journey-mapping-101 http://pws.npru.ac.th/Kunlayacha


https://www.nngroup.com/articles/journey-mapping-101/

Interaction Design and Development : UX Tool : User Experience Map

Define Determine Make Plan to Review and Revisit
Define your Customer Identify Conduct Friction Resolve Problems Experience Journey
Persona Phases | Touch Points Research Points Identified on Regular Basis
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Interaction Design and Development : UX Tool : Service Blueprint

SERVICE BLUEPRINT Example (Appliance Retailer)

TIME 5.25 mins | P assavnnsnnes 2050 Mins sessssvsasssssssasnsssansansans 4 5.12 35 20-32 mins
days seconds
EVIDENCE Website Retail location Employee’s name tag Credit card Appliance
Store signage Product description Store reciept Delivery reciept

Appliance signage Price tag

CUSTOMER

Visits website  —2  Visits store, Discusses features, Mzkes purchase Notified of CrIEr e,
JOURNEY browses - price, availability, - P delivery ETA dcplﬁ.'crcd
appliances + with salesperson
sales <
1 A
LINE OF
INTERACTION —————————r—————— - o o e e o = e e ———-——1——
W I
"RONTSTAGE
Welcomes to Checks inventory Provides |
EMPLOYEE store and dealivery timas delivery time
ACTIONS |
L 3 ~ r
Automated !
TECHNOLOGY Suppert chat call with date |
of delivery
I
LINE OF 1
VISIBILITY
|
BACKSTAGE |
ACTIONS  Respondsto Inventory manage- _y  Paint of sale Fullfillment Accounting l
chat questions ment system system queaue
g M I
LINE OF |
INTERNAL —m e o o oo oo oo oo o oo o o o o o o o o o o ot o o o o -—— ______T_
INTERACTION
I
Analytics logs Foot traffic Payment Appliance 3rd party
SUPPORT visitor scanner process distributor delivery service
PROCESSES
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Interaction Design and Development : UX Tool : Stakeholder Map
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Interaction Design and Development : UX Tool : Design thinking

Empathize

Understanding
people

Q

Define

Figuring out
the problem

A.Kunlaya Charoenmongkonvilai

DESIGN THINKING

4

Test
Refining
the product

source: mage.com
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(-

Ideate

Generating
your ideas

3

»

Prototype

Creation and
experimentation
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Interaction Design and Development : UX Tool : Lean UX

THINK

AN UX
CHECK MAKE

[
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https://www.hotjar.com/blog/lean-ux/

Activity

Study Design and develop human-computer interaction
by design User interface and User Experience
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