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Source: Forrester
CX: Customer Experience
UX: User Experience
UI: User Interface

UI

https://www.forrester.com/blogs/13-10-04-how_does_service_design_relate_to_cx_and_ux/


Enterprises appear in 
our lives, every day.



UX

CX

CX

XX

UX

CX

CX



Enterprise 
Design
Facets

 Product

 O
rg

an
is

at
io

n

How are we 
being perceived?

What are we making 
and offering?

How do we work 
together as a team?

 Brand

Identity Architecture

Experience

Why do we exist, 
who are we, what 

matters to us? 

How are we 
operating and what 
are we capable of 
achieving? 

What is our role 
in people’s lives?



   Experience

What matters to people?

What is our role in people’s lives?

What value do we create for people?

Where and when do people interact with us?



   Experience Elements

Task
what people want to achieve with our help

Journey
people’s activities when interacting with our enterprise

Channel
the environment, context or means of interaction



Mapping Experiences



Pixabay

Paris, tonight?

Book your bed



Mapping Experiences

Tasks
Journeys
Channels

Look up 
routes & 

times

Research & 
Planning Shopping Booking Post-Booking, 

Pre-Travel

Research 
hotels

Talk with 
friends

Review 
fares Pay

Trouble-
shoot

Get tickets

Consider 
destinations

Web

Print/Mail
Phone

Itinerary

Get help

Check if 
tickets 

complete

Find the 
best price

Add 
activities

Add 
comfort



Top Task Identification
When travelling on a night train, what matters the most to you?

Times and 
routes

Book a ticket 

Get on the train 
(on time)

Plan with 
friends

Trip ideas

Fares and rooms

Wifi

Meals

Book a ticket

Claim a refund

Pets

Accessibility

Borders and visa

Discounts

Subscriptions

Payment options

Feedback

Pets

Share with 
friends

City Guides

Blogs

INTERSECTION 
RAILWAYS



Experience
  

“What matters to people?”
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EDGY
Elements

Brand Product
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Story

Purpose

Process

Capability

Journey

Task

Outcome

Activity

Thing 
A language based

 on the FBS Ontology

Channel

Asset

Content

https://www.researchgate.net/publication/264346785_The_Function-Behaviour-Structure_Ontology_of_Design


Product
  

“Something our enterprise makes and offers.”

  

Product 
Portfolio

Passenger 
Services

Infrastructure 
Services

Freight 
Services

Standard 
Fares

XGO Special 
Fares

Loyalty Cards

XtraX

XCard

Night X

Region X

Euro X



Organisation
  

“How are we working together?”



Alignment Diagrams



Job Map
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Service Blueprint 
in EDGY



Purpose INTERSECTION 
RAILWAYS



Your enterprise on a napkin



Milky Way map
Purpose



Milky Way map
Purpose

Tasks



Milky Way base map
Purpose

Capabilities
Tasks

Milky Way map
Purpose
Capabilities
Tasks



Experience Focus
Milky Way



Product Delivery



Our community

700+ members on Slack
3000+ newsletter subscribers

Enterprise Designers from various backgrounds:
About 30% Enterprise and Business Architects
About 30% Experience, Service and Business Designers

A diverse group of about 40% other, related profiles: 
Business Analysts, Founders and Executives, Innovation or Change 
Agents, Operations and Process Designers, Organisation Designers and 
Developers, Branding and Marketing Experts, Agilists and Digital/IT 
Experts, Product Owners, Industry Experts…



Intersection Group is a Non Profit Association

Intersection
Toolkit

An open source set of 
tools to do Enterprise 

Design for key challenges

Community
and Events

A global community of 
skilled practitioners 

and thinkers

Digital Tool
Support

Software tools supporting 
EDGY, the Milky Way and 

other enterprise maps



Creating Knowledge Products

Intersection: bridging the 
tech-biz-people gap

2012: A primer for holistic 
and systemic design at 

enterprise scale

A Pattern Language for 
Enterprise Design

35 instantly usable patterns 
for more impact with your 

enterprise design 

Training and tools
for practitioners

2022: Content, tools and 
courses delivered by 

our education partners

Enterprise
Design
Certified





You work very hard, 
but does it really 
make a difference?

Buy the book

www.enterprisedesignpatterns.com

http://www.enterprisedesignpatterns.com
http://www.enterprisedesignpatterns.com


Questions?

Join us: i-g.at/slack


