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Poetic interaction
sounds beautiful, but......
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It's a mountain

Design to brief
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It's

not only a mountain

Design for users
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CUSTOMER JOURNEY MAP

EVIDENCING, CREATING
TRANSPARENCY
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Patient Experience Map

Normalization

Pre-diagnosis Diagnosis Treatment & Maintenance
Awareness Infosearch Seek oficial help Waiting after a test Diagnosis Consciousness/acceptance
Anxious
.
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Support peers

None isas®®
Diagnostis
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i @ Looking for information
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15t Appointment Analysis
Patiant Doctor
Decision o=
what to oo &
- Relatives & friends Search emotional
@ \ @ support
\
L Give Treatment
b P ;
Self Medication
Doctar
@ Mot able to intérpret symptoms @ Having to wait to know what First-timi use of measurement devices @ Fear of stigma @ Don't want to be a burden to
the results mean = family and friends
@ Overwhelmed by amount of information () Doctors don't have time to explain @ Overwhelmed with changes in daily life Lack of inmediate feedback from @ Feeling that one is out of control
everything in detail doctor on how I'm daing
Thinkings

Do | have something? Can | trust this source?

Should | go to the Doctor?
What specialist da | need to go ta?

Should | go to a private or public docter?

Actions

| hope it's nathing serious

Do | have somathing?
Should | be worried?

What indicator means 'm right?

I have the analysis but | don't know what
it means

What does this really mean?
What da | have ta do?

What is the impact on my life?
| don't waint to ba

| veed to learn to lve with this new role

I need to change my life...

What is the best treatment?

plateaun

Reiapse: visit doctor

| don't think anything happens when |
eat .. today.

| need to learn the meaning of all this?
| need to learn to manage my emotions

I need to learn to live more healthy in the
long term

I Consult relatives & friends

I Review information an internet

UI/UX Shanghai 2016

I Call the hospital/doctor for an appointment I Seeking emational suppart

I Self medication I Looking for information on the internet
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If things go well, | don't think | need
medicines that much

After a crisis | go back to fallowing the
treatment

Start a new routine if conditions change



"INGER LICKIN’ GOOD
"EDIBLE NAIL POLISH

KFC




Pain Point or Itch Point
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UI/UX Shanghai 2016

front of stage

design (how)

experience driven
user-centred focus

physical digital
space interface
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front of stage

design (how)

technology sesthetic experience driven
Ml e - user-centred focus

back of stage

ecosystem (what & why)

iInnovation driven
engagement touch-point

PX - paticipant experience
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Improve Employee Satistaction
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It's just a mountain

Design to solve social issues
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Interactive Ecosystem

THEHEBRSG
Integrity & Community
awareness | activities
Provide Credibility
services

Grandblue

Finance & Policy

City Image & Tax
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Good design is the embodiment of

excellent civil quality.

FENRITIE MBI 2 RamBByrIE

--- Milton Glaser
Citizen Designer
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