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Chapter 1

The customer
obsession
problem



Definition

“User experience design is the process design teams use to
create products that provide meaningful and relevant experiences

to users.”

www.interaction-design.org



ChatGPT, is user experience design widely adopted?

“User experience design had become increasingly prevalent and
important in various industries, especially in the digital and
technology sectors. It was widely adopted and recognized as a key
discipline for designing products, websites, and applications that
provide a positive user experience.”
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Focussing on the customer
helps us to create the right
products...

...and make money, of
course!
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ChatGPT, what criticism is there of UX design?

“The UX discipline neglects other aspects of design, such as
technical feasibility, economic profitability or social responsibility. UX
focuses mainly on the usage phase of the product or service,
without considering the impacts on other phases of the realisation.”
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People love the experience
of a unicorn! - -

But what if we can’t deliver
flying unicorns with a magic

horn?

What if abusing horses by
transforming them into
unicorns is not what we
want?
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Chapter 2

Three facets to
overcome the
customer
obsession
problem



Why is Amazon so successful?



Why is Amazon so successful?
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Identity



Enterprise

How are we

DeSig n operating and what
are we capable of
Facets Q achieving?

Architecture
Why do we exist,

who are we, what
matters to us?

Q@

Experience

*) An enterprise is an endeavour of
people with a shared ambition.
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www.enterprise.design



Chapter 3

The Experience
Facet
in EDGY



Q) Experience

What is our role in
people’s lives?

What value do we
create for people?

Where and when do
people interact with us?
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Frankreich

Uber, Nacht zum £iffelturm!

@ Experience

The impact through

Interactions the enterprise
has on people and o
their lives. e o o e

Romantik bereits bei der gemutlichen Reise im eigenen Abteil beginnen

Und noch bevor man Paris erreicht, lockt am Weg ein weiteres Highlight: die Elsasser Perle StraBburg mit ihrer
mittelalterlich anmutenden Altstadt am Wasser, welche sich besonders lohnt, kulinarisch zu entdecken.

Abfahrt aus... Osterreich
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@ Experience

The impact through
Interactions the enterprise
has on people and

their lives.
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Travel Information



@ Experience

The impact through
Interactions the enterprise
has on people and

their lives.
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Travel




Q) Experience

What Tasks can we help
people accomplish?

What Journeys do people
experience over time?

What Channels do people
choose to interact with us?




(O Task

What people want to
achieve and get done
(with our help).

oo

Visit a loved one



(O Task -

A task is something a person \\
wants to get done.

It’s an expression of
people’s needs and intent.

Enterprises appear in
people’s experiences and
help with certain tasks.
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Visit a loved one



@ Top Task Identification

e (Collect tasks

e Consolidate the task list to 50-80 tasks I o P
e Run a survey with minimum 300 customers, I A S KS

present tasks in a random order: A how_to

“When (context), what matters the most .
to you? Select up to 5. g U Ide

e Add category questions for suspected segments
(location, group, role, age, ...)
e Analyze data per segment
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GERRY MCGOVERN




Task board

Commuting and
regular trips

Trip ideas

Exchange with
friends, or
colleagues

Professional travel

Visiting friends and
family

Choose preliminary
date range

Find out how to get
there (and back)

Check personal or
professional
constraints

Find accomodation

Choose route
and time

Compare
alternative modes

Compare fares and
offers

Make reservations

Check destination
details

Get visa/health
clearance

Make / deal with last.
minute changes

Get confirmation or
approval

Spend time with
family and kids

Travelling comfort

Take pets with me

Pack and prepare

Leave on time

Meet with others

Work comfortably
Borders and
checks

Change means of
transportation

Food and drinks
Delays and
cancellations

Get to final
destination

Enjoy stay

Plan return or
next leg

Claim
compensation




What people go through
in their lives (and when
interacting with us).
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Boarding the train



Channel

2 ERAL

2= HSRTaipei station

The way people engage
and interact with our
enterprise.
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Chapter 4

Experience in the
context of the whole

Enterprise



Four Base Elements

N

Channel




Nine Facet, Three Intersection Elements




What we make, offer and
deliver for people's benefit.




Identity

What if abusing horses by
transforming them into

unicorns is not what we
want?
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(O Purpose

A reason why an enterprise
exists and what people
pursue and believe in.
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| T
Energy Transition .




(O Purpose Map
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Architecture

What if we can’t deliver
flying unicorns with a magic
horn?




(O Capability

What we are able to do by i
orchestrating people and
assets.
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(O Capability

What we are able to do by

orchestrating people and - -'

assets.
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Capabilities - the business components of the enterprise

Customer Interaction

Passenger Services

Passenger
Information

Train Scheduling

Optimise Capacities

Route Planning

Train Scheduling

Planning

EU Coordination

Strategic Planning

Budgeting

Sell Tickets

Run Trains

Clean and prepare

Drive Train

Shunting

Train Restaurant

Train Operations

Night Trains

Luggage

Fumishing

Night Services

Conciergerie

Energy Management

Operate Power
Plant

Trade Energy

Distribute Energy

Railway Infrastructure Management

Building & Maintaining

Project
Management

Construction Site
Planning

Powerplants

Stations

Tracks

Powerlines

Breakfast

Train Routing

Railway Signaling

Control Railway
Switches

Billing and Booking

Resource Management

Procurement

Logistics

Asset Accounting

Machines

Material

Crew

Support

Executive
Management

HR

Facilitv

Change

Strategic
Management

Research &
Development




Enterprise
Design

Facets Q

Identity Cap(agility




Connecting Experience with the Enterprise

Purpose pursues

Bring People Team
g Feop Train Drivers
Together

requires

has
~ Task serves Product requires Capability requires

Visitaloved —mm—m—mm Trainto Bern Drive Train

one
uses
requires
Channel

Physical Space
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Asset
Locomotive

Asset
Wagon

Application
Train Control



Milky Way Map =

Passenger

Research

Dream of far
away

X Europe

Pre-Travel

Pack and prepare
Travel

()
fares and routes

Get to station
Book a ticket 6 5% \
Planning

Get on train
Plan with friends
Make a plan
Freight Services
\ ’ Passenger 3
Services Run Trains
Trip ideas Marketing and A
Communications Energy
Management
Punctuality
Product
Management Seamless ‘ Incident
ili . Management
mobility
Comfort and
Convenience
Train Scheduling
Bring people Customer aqd
together Safety Market Analytics
Develop & Onerata
Market P

Buiding and

Maintaining Research &
‘ Development
&) Build new data-
e driven services
Build a shared .

o Build Learn and
infrastructure optimise Innovation
Resource "
Adaptive for new
Management i : Reach small Enterprise
transportation villages Desif
technologies 2

Cost efficiency

Eockiy Check details = v
Arrange local )
transport \‘ 5 ‘
ﬂ Modify ticket ’
Review times,

e

>

Have a snack - 1
Ride i

Arrive at
destination

Get to final
destination

\

Give feedback

Arrange local
transport

E Post Travel
\

Claim a refund

Enjoy stay






Intersection Group is a Non Profit Association

ENTER REHDESIGN

PATTERNS

Community Learning and
and Events Knowledge
A set of connected Open Events for a global Publications, content,
Source tools for your community of thinkers courses and digital
Enterprise Design practice and practitioners tools with our partners
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Wolfgang Gobl
wolfgang@intersection.group
intersection.group
enterprise.design

Thank you! in

INTERSECTION GROUP


https://www.linkedin.com/groups/12406828/

