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things happen for a reason
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Cvery aspect of the experi

should be carefully designed
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Good atories
connect with us emotionally
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The Hero s Journey

Crossing the First
Mentor Threshold

The Call to adventure -

Frontier

https://commons.wikimedia.org/wiki/File:Hero%(2%B4s _Journev.|
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‘We have a tendency to

jump into solution mode

Photo by rawpixel on Unsplash @annadahlstrom Y
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" ‘Hustorically, stories have always been igniters
of action, moving people to do things. ”

- Peter Guber

@annadahistrom Y
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“ Otperiences matter. Experiences are journeys. Journeys are designed. ™

- Strategy + business

Photo by Daria Nepriakhina on Unsplash @annadahlstrom Y


https://unsplash.com/photos/zoCDWPuiRuA?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
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methods for experience design

[dentify & understand Define & deliver Present & analyse
the problem apace the expertence the outcome




1.
‘Define what story youre telling whom and why
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‘Dramaturqy

Rnowing how to apply & structure
elements to tell 3 story




Three act structure

PLOT POINT ONE PLOT POINT TWO

Inciting
incident mid point climax

confronts the main tries to solve the problem but the dramatic question is
character dont yet have the skills answered

et two Act three

Setup Confrontation Resolution

@annadahistrom Y
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Source: www.khanacademv.org/partner-content/pixar/storvtelling/story-structure/v/piab-storystructure @annadahlstrom Y
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https://www.khanacademy.org/partner-content/pixar/storytelling/story-structure/v/piab-storystructure

Structure

s about what youre going to tel
your audience when




Boy Meets Girl | From Bad to Worse l Which Way Is Up?

A

O

The main character gets into trouble The main character comes across The main character starts off poorly The story has a lifelike ambiguity
then gets out of itagain and ends up something wonderful, gets it, loses then gets continually worse withno  that keeps us from knowing if new
better off for the experience. it, then gets it back forever. hope for improvement. developments are good or bad.

Arsenic and Old Lace Jane Eyre The Metamorphosis _J Hamlet

Harold & Kumar Go To
White Castle

Eternal Sunshine of the .
Spotless Mind The Twilight Zone The Sopranos

@) . oo oo

In many cultures’ creation stories, Humankind receives incremental Humankind receives incremental It was the similarity between the
humankind receives incremental gifts from a deity, but is suddenly gifts from a deity, is suddenly shapes of Cinderella and the New
gifts from a deity. First major ousted from good standing ina fall  ousted from good standing, but Testament that thrilled Vonnegut
staples like the earth and sky, then of enormous proportions. then receives off-the-charts bliss. for the first time in 1947 and then
smaller things like sparrows and cell over the course of his life as he
phones. Not ? common shape for Great Expectations J G{eat Ex,pectations wit'h continued to write essays anq give
Western stories, however. _— = Dickens’alternate ending lectures on the shapes of stories.

Source: http://www.openculture.com/2014/02/Rurt-vonnegut-masters-thesis-rejected-by-u-chicago.html

@annadahistrom Y



http://www.openculture.com/2014/02/kurt-vonnegut-masters-thesis-rejected-by-u-chicago.html

‘The atructure of a typical purchase journey
| ewme ) G ) e ol

2. Starts to conaider 4. Makes a decision
L o. Takes action
1. Becomes aware 3. looks further into it / no actior
fct one fct two fct three
Setup Confrontation Resolution

@annadahistrom Y



Hygiene

fct one
Setup

Map out the experience

Hct two

Confrontation

Hct three

Resolution



2.
‘Identify and develop the characters






https://www.google.com/search?q=beauty+and+the+beast&source=lnms&tbm=isch&sa=X&ved=0ahUKEwirzvLYsNLSAhVJ-mMKHUJkBhQQ_AUICSgC&biw=1440&bih=751

‘The protagonist




‘The protagonist

+
1. 2. 3. 4.
The main Supporting Sub-plot One-string
characters characters characters characters

@annadahistrom Y



Aspirations

“I'm starting my second career in something | love and | hope to someday

become an established local brand.”

E= Business Full time business offering event planning services

~”  Business Growth Drivers Online | WOM | Social Media | Marketing

o]

Mindset Confidence Building a Website

“I don’t know how to code
or write HTML, but I've

heard there are some tools O 4 High

® 3 Medium

out there where coding is

ase my brand and get in front

Hesitations

“My website will be the face of

my brand so it needs to be

polished and professional. And
once it's out there, how can |

market it to get more clients?”

How Weebly Uniquely Serves

1. Offers professional webinars
and marketing advice to

help grow her business

2. Makes her feel part of
something bigger with a
community of like minded

small business owners

3. Makes it easy to create a
high-quality site to establish

her brand and attract clients

think of these
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JOHN DOE

Vo T JOHN DOE

2 R R BB B

Y

Andrea, Optimizer
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BETH KING

Beth is a full time student living in a share house with several mates.

She works in retail to help pay for rent, uni and her social life. She has

a boyfriend who takes up much of her free time. She tries to make it

to as many lectures and tutorials as possible, but often has to cover
shifts at work or needs to skip lectures to catch up on course work.

She tries to keep a regular, structured study pattern, but is not very strict
about it and sometimes blows off studying to go out and have fun with
friends. She mainly uses Moodle to watch lectures online, keep up to
date on what happened in missed tutorials and to contribute to forums.

RETAIL 000000 HOBBIES:
GOING OUT WITH

FRIENDS, WORKING
0UT, DRAWING

HELLO, I'M DAN JENSEN

THE RETIRED SENIOQOR

‘I love relaxed, peaceful walks. | love working with pecple who
want 1o protect the creeks as much as | do even more. It gives
my life a greater purpose that cannot be found anywhere else ”

PERSONALITY TRAITS

MY TYPICAL DAY
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3.
‘Identify the main story and the mini stories




|




71 sequence is series of related acenes that are tied together
by location and/ or time and/ or overall intent of the hero/ heroine

and generally only fellowa one line of action.

Cach sequence i a stery in and of itself
with a beginning, a middle and an end.



‘Onboarding:

Deciding to sign up — Learning about the app — First use

Making a reservation:

Researching places — Deciding on a place — MaRing the reservation




Stage/ it {lct1: Beginning  : flct 2: Middle et 3: &nd

What's the conflict? What happens next? What's the resolution?
Awareness Realises need -> Starts to consider -> Decides to look into it
Corwideration :  Decides to research-> i Compares products -> MaRes a decision

[l
-------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------
[l [l

Purchase Adds to basket -> Registers & starts checkout -> Pays -> Gets a confirmation

@annadahistrom Y



4.
‘Define the story of the page/view




‘Does the page tell a story
[T you strip away all the styling?

Photo by rawpixel on Unsplash @annadahlstrom Y


https://unsplash.com/photos/CabUqKlvKX0?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText

Hi, we are Dropbox.
We are reinventing teamwork (and we keep releasing tools
and software that proves that).

We are designed around the way you work.

. bere — whether it b 99 (H ‘ ,
You can take your docs anywhere — whether it is your phone O—w wo—lud ‘ eXp a|n tO a

or on the road.

You can also upload videos pretty quickly and send to anyone ﬁl e n d y I n a CO ﬂ Ve rS at I O n Or
(even if they don’t use Dropbox). : : : : :
y p in an email, this thing/topic/

You can manage your photos fairly easily too. We make it
pretty simple to organize them.

product/story | am trying to

And we also have tools for real-time collaboration with your , "
peers, whether you are workng together on a presentation or CO m m U n | C ate7

constantly updating files in a folder.

Of course, wee safe. You'll never lose a file again.
Interested? Get started now.

PS: in case this is not what youre looking for, here are a few other things you can do.

Screenshot UX Collective - Storyframes before wireframes @annadahistrom Y



“ 1 alao accompary every pages
spreadsheet with a list of:

o mindaels that users bring to
these pages

. Laska that the page can
complete for users

» goals that the page must fulfill
for the organization ™

- Josh Clark, big medium

[O'Reilly] Ideas [

File Edit View Insert Format Data Tools

= ™ -r‘ $ % .0_ .00 123~ Arial
Fx Channel Home
A G
1 Channel Home l
2
®  ORGANISM LABEL

Header / Navigation

5

Featured Block
6 Signals / Four Short

Links Pings From Beyond
7

Latest Latest Radar Signals
8

Echoes: From the

Best Of Archive Archive
9

Contributors Block Contributors
10

+ = T Channel/Home Hl Topic page

Add-ons Help Last edit was made 34 minutes ago by Jennifer Brook

- 1M1 -~ B

DESCRIPTION

1-3 featured stories /
videos from the past
week

The latest four short
links in a featured spot

Feed of latest 3-6
stories / videos

Shorth description
framing the selections.
Several highlighted
articles / videos from the
archive

3-6 of the most recent /
influential / prolific
contributors

Content

I 5 A- @&-H-

CORE CONTENT

Follow Icons,
Sub-Navigation

Headline, Image, Byline
List of links, Byline

Headline, Image,
Summary, Byline,
Publish Date

Headline, Byline, Publish

Date

Headshot, Name, Social
Media Links, Latest 1-3
headlines

il
1
—
1

FEATURES / FUNCTION Exists?

Contextual Search

Link to: More Signals >

Link: More in Latest >

Link: More from the
Archive >

Link: See All >(goes to
‘contributors’ screen)

Topic Search, Link to

Automated or
Curated?

https://bigmedium.com/ideas/only-one-deliverable-matters.htm


https://bigmedium.com/ideas/only-one-deliverable-matters.html
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“ 1 alao accomparny every pages
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these pages
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complete for users
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- Josh Clark, big medium
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The purpaoae of this page is to...
As a [urat time visitor* | should be able to..

As a returning visitor* | should be able to...

*|f need be break down by persona

Navigation

Links and logo will stay fixed at
the top of the screen so
navigation will always

be accessible.

Client Needs

3 Separate photos with
descriptions of clients’ needs and
how you can facilitate those
needs better than others.

Testimonies

This will be a carousel of client
testimonies. They should appear
genuine and speak more to Sam's
ability to comfort and feel less
corporate/stiff.

Phone Contact

Encouraging message for anyone
afraid to take the first step.

https://dribbble.com/shots/18

CLIENT WIREFRAME | HOMEPAGE

V.

1

Welcome ©

The main header image will have
a comforting photo with a brief
welcoming message and a link to
the “Mission" page.

Mission

This will be a very brief
introduction to why you exist and
your goals. The button will link to
the *Mission" page which will
dive deeper into why you exist.

Quick Bio

Short, friendly introduction to
you with a link to the full
“Biography" page.

Contact / Social Media

All icons will link to external
social media websntes All forms

o co@annadanistrom



“ Content needa to be

chorecgraphed to ensure the
intended message Is preserved
on any device and at any width.”’

- Trent “Walton

y

=
>
5
m
»
-
L3
o
@
&
»

‘ SMASHING

MAGAZINE Articles

Design & development

@ Suzanne Scacca wrote

Can You Make More Money
With A Mobile App Or A

PWA?  <comec

PWA 11 Business 270 Clients &2

'.g Alvin Wan wrote

How To Build An Endless
Runner Game In Virtual
Reality (Part 1) = :corme

Virtual Reality ® User Interaction 57

User Experience 254

Using Composer With
WordPress

by Leonardo Losoviz

‘WordPress is modernizing, allowing us to
rethink how to make the most out of newer
tools and technologies. In this article,
Leonardo Losoviz explains how you can
integrate WordPress with Composer,
Packagist, and WPackagist in order to produc

better ...

K Jira

A REIMAGINED JIRA SOFTWARE
The next generation of Jira has arrived,
featuring new roadmaps, more flexible
boards, dozens of new integrations, and

2 ]

Books Events

Don’t Miss These Latest

-]
Jobs

7\

Membership

Physical & digitalbooks  Conferences Sworkshops  Find work & employees Webinars & early-birds

@ Seriously, red?

@ Susan Weinschenk wrote

Biometrics And Neuro-
Measurements For User

Testing W9 Leave a comment

User

53

Design Patterns 44

E Russell Bishop wrote

Ccss 272

Organizing Brainstorming
Workshops: A Designer’s
Guide

by Slava Shestopalov

Brainstorming seems to be just a fancy name
for a usual discussion, but when organized
right, it becomes a source of innovation. This
article is a step-by-step guide with tips and
tricks, examples of slides, and preparation

checklists.

Building Robust Layouts
With Container Units ® :ocomen:

Layouts 48 Responsive Web Design 13°

D.

lreaking Boxes With CSS
‘ragmentation

¥ Rachel Andrew

7hat is fragmentation, why might you want
) use it, and what is the current state of
rowser support? Rachel Andrew has the

aswers.

Don’t Miss These Latest

@ Suzanne Scacca wrote

Can You Make More Money
With A Mobile App Or A

PWA? ® 4 comments

Business 27° Clients ®2

@ Susan Weinschenk wrote

Biometrics And Neuro-
Measurements For User

Testing B Leave a comment

User

Design Patterns %

- Alvin Wan wrote

How To Build An Endless
Runner Game In Virtual

Reality (Part 1) B9 1 comment

Virtual Reality ° User Interaction 57

User Experience 254

@ Russell Bishop wrote

Building Robust Layouts With
Container Units m 10 comments

css 772 Layouts “¢

Responsive Web Design 13°

1,408 smashing members

A friendly community that keeps this website alive. With books,
webinars, discounts and networking — for just 1 coffee a month.

Sliding In And Out Of Vue.js
by Kevin Ball

One of the key advantages of Vuejs is that it
plays nicely with other code: it is easy to
embed progressively into other applications,
but it is also easy to wrap up non-Vue code
into Vue. This article explores this second

advantage, covering three ...

oin the family.

Explore features —

Already have an account? Sign in!

When Is A Button Not A
Button?

by Vadim Makeev

Not everything that’s round and stands out is
idered to be a button. In this article,

Vadim explains how you can create a proper

interactive button for your users — one that

shouldn't be confused for anything else.

nproving WordPress Code
Vith Modern PHP

7 Leonardo Losoviz

his article makes a tour of the PHP features
ewly-available to WordPress, and attempts to
1ggest how these can be used to produce

atter software.

LATEST POSTS

12 DAYS AGO

Breaking Boxes With CSS
Fragmentation

by Rachel Andrew

What is fragmentation, why might you want to use it,
and what is the current state of browser support? Rachel

Andrew has the answers.

7 50
Using Composer With
by Leonardo Losoviz

WordPress is modernizing, allowing us to rethink how

ta male the mact ant nf newer tanle and technnlnoiec

@annadahlstrom Y




" Greal deaign connect us emotionally to a product.
Within milliseconds, we form opinions that influence
our engagement and understanding of what we see. *

- Adam Churchill, U1€

Photo by John Schnobrich on Unsplash @annadahlstrom Y


https://unsplash.com/photos/FlPc9_VocJ4?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText

5.
‘Define how best to tell the story
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Rail Europe Experience Map
Guiding Principles

People choose rail travel because it is

Rail booking is only one part of people’s larger
travel process.

People build their travel plans over time. People value service that is respectful, effective

and personable.

convenient, easy, and flexible.

Customer Journey

STAGES Research & Planning Shopping Booking Post-Booking, Pre-Travel Travel Post Travel

Enter trips Review fares - - g " Revi

RAIL EUROPE Research destinations, routes and products R 'Ct)lonflrm De[:yery $ Pa;i[rlnent $ Rew?yv &
Select pass(es) [tinerary ; options : options : contirm :

Destination
Look up Ch Sh
pages - ange Check ticket . , are
time tables olans status E-ticket Erlnt photos
at Station
- ‘:I Get stamp
raileurope.com Live chat for —_———— for refund
. " questions -
Plan with Map itinerary
interactive map (finding pass) Share
B experience
May call if Buy additional (reviews)
difficulties tickets
occur
Kayak, .
coTrpare : Print e-tickets
ariare v v v at home Paper tickets
1 arrive in mail t.Lootk kl)le confirm - t -
imetables Arrange - eques Mail tickets
refunds for refund
\ travel

e How much time should I/we spend in each
place for site seeing and activities?

trade-offs?
e Are there other activities | can add to my plan?

e Do | have all the tickets, passes and reservations
I need in this booking so | don’t pay more
shipping?

e Rail Europe is not answering the phone. How
else can | get my question answered?

® Do | have everything | need?

* Rail Europe website was easy and friendly, but
when an issue came up, | couldn’t get help.

e What will | do if my tickets don’t arrive in time?

e | just figured we could grab a train but there are
not more trains. What can we do now?

e Am | on the right train? If not, what next?

e | want to make more travel plans. How do |
do that?

e Trying to return ticket | was not able to use. Not
sure if I'll get a refund or not.

e People are going to love these photos!

e Next time, we will explore routes and availability
more carefully.

® |'m excited to go to Europe!

e |t's hard to trust Trip Advisor. Everyone is

e \Website experience is easy and friendly!

e Stressed that I’'m about to leave the country

e | am feeling vulnerable to be in an unknown place in

e Excited to share my vacation story with

* Will I be able to see everything | can? SO negative. e Frustrated to not know sooner about which and Rail Europe won’t answer the phone. the middie of the night. . , my friends.
FEELING * What if | can’t afford this? * Keeping track of all the different products tickets are eTickets and which are paper tickets. e Frustrated that Rail Europe won't ship tickets ‘ Stressef.' that the train won't arrive on time for my * A bit annoyed to be dealing with ticket refund

e | don’t want to make the wrong choice. is confusing. Not sure my tickets will arrive in time. connection. i :

9 e Am | sure this is the trip | want to take? Y to Europe. ) ) ) ) ® Meeting people who want to show us around is fun, issues when | just got home.
® Happy to receive my tickets in the mail! serendipitous, and special.

EXPERIENCE Relevance of Rail Europe Relevance of Rail Europe Relevance of Rail Europe Relevance of Rail Europe Relevance of Rail Europe Relevance of R3

Helpfulness of Rail Europe Helpfulness of Rail Europe Helpfulness of Rail Europe Helpfulness of Rail Europe Helpfulness of Rail Europe Helpfulness of Rail Europe

Opportunities

GO B A L 1 ——

PLANNING, SHOPPING, BOOKIN G /5. POST-BOOK, TRAVEL, POST-TRAVEL Im—m—

Communicate a clear value
proposition.

Help people get the help they
need.

Support people in creating their
own solutions.

Accommodate planning and
booking in Europe too.

Arm customers with information
for making decisions.

Enable people to plan over time. Visualize the trip for planning

and booking.

Improve the paper ticket
experience.

STAGE: Initial visit STAGES: Global STAGES: Global STAGES: Planning, Shopping STAGES: Planning, Shopping STAGES: Shopping, Booking STAGES: Post-Booking, Travel, Post-Travel STAGE: Traveling

Make your customers into better,
more savvy travelers.

Engage in social media with
explicit purposes.

Communicate status clearly at
all times.

Connect planning, shopping and
booking on the web.

Source: http://adaptivepath.org/uploads/documents/RailEurope AdaptivePath (XMap FINAL.pdf

Aggregate shipping with a
reasonable timeline.

Proactively help people deal
with change.

@annadahistrom Y



http://adaptivepath.org/uploads/documents/RailEurope_AdaptivePath_CXMap_FINAL.pdf
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: . Entertrips :: Review fares S - -
RAIL EUROPE Research destinations, routes and products EEE ERRREE R 'Ct)lOﬂfII’m I De![lyery i Pa)i[l?ﬂeﬂt i ReVI?.W & :
] . Select pass(es) : ltnerary options options contirm .
Destination
Look up Ch Sh
ange i are
pages time tables p|an2 Chesilgtﬂgket E-ticket Print photos

[

raileurope.com

at Station
‘:I Get stamp
—_— for refund

Live chat for
Plan with Map itinerary esiens : : : @

interactive map (finding pass) Share
: : " experience
occur

Blogs & Kayak, :
Travel sites Conpare : : : Print e-tickets
arlare v v v at home Paper tickets :
| arrive in mail Look up confirm
Talk with oo i S— timetables Arrange activities Request Mail tickets
friends Se;)roC% eeS Research \ e refunds for refund
hotels

of the aet
d DIt as this par

Source: http://adaptivepath.org/uploads/documents/RailEurope AdaptivePath (XMap FINAL.pdf @annadahlstrom Y


http://adaptivepath.org/uploads/documents/RailEurope_AdaptivePath_CXMap_FINAL.pdf

“The cinema s indeed a matter of both:
whats in and what's out, not just what
in; what’s visible and what’s not visible. In
other words, its more than framings and
visual patterns; its overtones,

sympathies, hauntings. ”
- Richard Brody, The New Yorker
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https://unsplash.com/photos/4vilUQqxvjw?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText

Example: Disney World Theme Park Lander

Scene 1
« Afull screen video for a roller coaster attraction begins playing.

X (\A/e rlem tU St() I,.y bOa I,.d The video is filmed from a rider's point of view.

The coaster is about to go over the tallest peak.

hOW V i S U a ‘ e ‘ e m e n'tS CO m e The vidéo pausesj righ.t before it drops. | |
. . . . - A question box slides into the foreground - “Children / Adults / Dates?
into focus with intention.

Scene 2
- ‘hanze e You make your selection and the video resumes.
e The coaster plummets downwards then descends into a dark tunnel.
« Video ends fades to black.

e A lander page fades in from black to take its place.

Screenshot https://Ranze.co/blog/ci -In-user-experience-desi @annadahlstrom Y


https://kanze.co/blog/cinematography-in-user-experience-design

" Relevant information is aignal
whilst irrelevant information is noise

- NN/g




1. ‘Define what story youre telling whom and why
2. ‘ldentify and develop the characters

3. ‘ldentify the main story and the mini stories

4. Define the story of the page/view

5. Define how best to tell the story
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methods for experience design

[dentify & understand Define & deliver Present & analyse
the problem apace the expertence the outcome
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https://www.flickr.com/photos/antmcneill /7824200774 http://wborepand e-boohg'covel“ : subway-pranh-scott—rogowsf{


https://www.flickr.com/photos/antmcneill/7824200774
http://www.boredpanda.com/funny-fake-book-covers-nyc-subway-prank-scott-rogowsky/

‘Don’t juat plan for the ideal

Hygiene

fct one fct two fct three

Nl Confrontation Resolution



“ How uaers attend to infermation on a page
depends on their tasks and goals.
- NN/q

Photo by K2_UX on Flickr @annadahlstrom Y





https://unsplash.com/photos/I4dR572y7l0?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText

‘The right atory to the right people in the right way




www.flickr.com/photos/declanjewell/2181100986


http://www.flickr.com/photos/dahlstroms/4411448782/

Javier Perez via http://the-wonderist.com/2013/11/05/how-to-see-things-with-new-eyes @annadahistrom N


http://www.flickr.com/photos/dahlstroms/4411448782/

‘Who are you telling what,
how, when and where?

@annadahistrom Y



https://unsplash.com/photos/is3AXNI6qSA?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText

And why?

Photo by Dylan Gialanella on UnS / P | , R - @annadahlstrom Y



https://unsplash.com/photos/96KUGPHRbUU?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText

‘Thank you.
Questions?

(@3nnadahlstrom @uxfika
www.annadahlstrom.com

www.flickr.com/phatos/Raterha/84 35321969



http://www.flickr.com/photos/dahlstroms/4411448782/
http://www.annadahlstrom.com
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