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The Future of
Designing for the Customer

Customer Experience, User Experience
Service Design and Design Thinking.
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Customer Experience

CX
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Customer Experience

Interaction between an organization and a customer, includes a
customer's attraction, awareness, discovery, cultivation, advocacy and
purchase and use of a service.

CX
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Question

How do you approach improving
the customer experience?

Process used?
Teams involved?
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User Experience

CX

- UX

@LAServiceDesign #LAServiceDesign Los Anggleersvice Design




-
User Experience

Person's emotions and attitudes about using a particular product, system
or service including the practical, experiential, affective, meaningful and
valuable aspects of human—computer interaction and product ownership.

CX
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Question

How does CX and UX differ?
How are they the same?
Does it matter?

When does UX go beyond the
human-computer interaction?
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Service Design

SD

CX
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Service Design

Conceptual design involves the activity of planning and organizing people,
infrastructure, communication and material components of a service in
order to improve interaction between service provider and customers.
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Question

When does Service Design
come into play? Why?

How does Service Blueprinting
add different value than
customer journey mapping?
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Design Thinking
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Design Thinking

Methodology used by designers to solve complex problems, and find
desirable solutions for clients.
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Question

How is design thinking
included in your process?

Is it included?

Where does it live in your org?
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Question

What process, methods, tools
do you use?

Why?
When?

@LAServiceDesign #LAServiceDesign Los Anggleersvice Design



Customer Lead Business

CLB
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Question

How do you show value in the
work that you do?
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Other Questions?
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Service Design Day - June 1st

SDN
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https://www.service-design-network.org/headlines/sd-day-june-1
https://www.service-design-network.org/headlines/sd-day-june-1

Thank you!

John Ayers

johnayers4ux@gmail.com
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__________________________________________________________________________
THANK YOU:

Thank you to Forrester for the insights and graphics
http://blogs.forrester.com/kerry bodine/13-10-04-how does service design relate to cx and ux

And a follow up from ExperienceZen
http://experiencezen.com/why-service-design-cx-and-ux-are-all-part-of-a-bigger-customer-led-world/

Service Design Tools
http://www.servicedesigntools.org/repository

SDN
https://www.service-design-network.org

LAServiceDesign Jam
http://www.servicedesignjam.org

@LAServiceDesign #LAServiceDesign Los An%ger%ice Design



http://blogs.forrester.com/kerry_bodine/13-10-04-how_does_service_design_relate_to_cx_and_ux
http://blogs.forrester.com/kerry_bodine/13-10-04-how_does_service_design_relate_to_cx_and_ux
http://experiencezen.com/why-service-design-cx-and-ux-are-all-part-of-a-bigger-customer-led-world/
http://experiencezen.com/why-service-design-cx-and-ux-are-all-part-of-a-bigger-customer-led-world/
http://www.servicedesigntools.org/repository
http://www.servicedesigntools.org/repository
https://www.service-design-network.org
https://www.service-design-network.org
http://www.servicedesignjam.org
http://www.servicedesignjam.org

Los Angeles ‘
- Service Design

@LAServiceDesign #LAServiceDesign



