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Upplifunar-

= Pegar vid notum voru eda seekjum okkur pjénustu,
skapar pad hughrif, upplifun.

h onnun = Notandinn verdur alltaf fyrir upplifun.

(eXp erience = Upplifunarhénnun er ad reyna ad skapa viljandi
de S /g [’)) upplifun sem stydur (og jafnvel gledur) notandann.
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= Stafraeenar lausnir eru mikilveegur hluti af upplifun — en

U p pl |fu N engu ad sidur bara hluti.

: = Upplifun & sér upphaf og endi — hun hefst ekki vid
(exp erlence) innskraningu eda lykur vid utskraningu.




SKY - HLUTVERK STAFRANNA LAUSNA i FRAMURSKARANDI PJONUSTU

Notendaferill
(journey map)

Notendaferill er timalina sem
lysir sambandi einstaklings vid
kerfi/véru/pjénustu/stofnun/fyrirteeki
fra 6llum hlidum

og beirri upplifun sem pad skapar.
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Greina og

= Til ad hanna upplifun og skilja hvad i henni felst

= begar 4 ad bua til nyja voru/pjoénustu.

: / = Til ad kortleggja upplifun og skilja hvad i henni felst
finna lausn a T e
= Til ad skilja heildarupplifun vidskiptavinar.

4
akveanum Va nda = Til ad atta sig & hver ber abyrgd a hverju
fyﬂ r fyn r‘t& k| = Til ad finna gét i upplifuninni

= Til ad greina pad sem betur ma fara.
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Lysir hvernig dkvedin adgerd virkar

Timalina/flaedirit

I:)J On u St Ufe rll | Synir pa peetti sem stydja vid pjéonustuna
( service bl uepr. lﬁt) = Hvad gerist 4 bakvid tjsldin?

Notad til ad syna eina virkni
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CUSTOMER
ACTIONS

Patient gives
prescription to
clerk

ONSTAGE
ACTIONS

LINE OF INTERACTION
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Clerk stamps
prescription

BACKSTAGE
ACTIONS

Clerk gives
prescription to
pharmacist

T

LINE OF VISIBILITY

v

Phamacist fills
prescription

Patient

receves

medicine

A

_ Clerk gives
C|Emrl';{;‘-?;igﬂs medicine to

patient

A
Phamacist

gives medicine
to clerk
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v
!

BAKSVIDID - Allt sem gerist bak vid SVIDID - Upplifunin sem setlud er AHORFENDUR -

tjoldin til ad stydja vid upplifunina (4 ad dhorfendum. Felur pad sem gerist bak vid batttakendur i upplifuninni.
vera Osynilegt dhorfendum). tjoldin.
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Pjonustuferill (Service Blueprint)

mad.pow

AEAVICT BLUEPRINTY
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Hverjir eru notendurnir pinir?

Hvad eru peir ad gera?

Personur
(personas)

Hvad hvetur pa afram til ad nota véruna pina?

Hvad adgreinir pa?
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Synir hvernig perséna nytir sér pjénustu/voru

Neer yfir margar adgerdir og alla moégulega snertifleti

Notendaferill
(journey map)

Dregur fram vidbr6gd notandans (ekki bara athafnir)

Notad til ad syna snertingu notanda vid pjénustu/voru
fra upphatfi til enda
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PETE'S ONLINE WEIGHT MANAGEMENT JOURNE

DAILY LOGGING

WAKE UP

weight

BREAKFAST

food, hunger,
glucose, time

SNACK

food, hunger

LUNCH

food, hunger, glucose

SNACK

food, hunger

DINNER

food, hunger, glucose

BED TIME

glucose, mood, plan
next day’s meals [if
not already planned)

EXERCISE(S)

glucose before,
type, duration,
glucose after

STEPS

goal, actual

MOTIVATION TO
STAY ON PLAN

DESIGN
CONCEPTS

At work a colleague mentions he looks
like he has lost weight. This spikes his
motivation.

At dinner he tries one of the dinner
menus he hasn't tried before because he
bought the necessary ingredients over
the weekend at the store. It turns out
well, and he’s relieved when his
sometimes picky wife loves it too.

He signs on to the website and writes a
brief response to fellow participant who
recommended that he try it, and attaches
a photo of the dish. Then he plans his
meals for tomorrow and glances over the
new course materials that have just been
released for that week, but is interrupted
when his favorite TV show comes on.

Enable participants to comment on
program content such as recipes and
exercises to share personal experiences

Allow participants to post photos to
celebrate healthy cooking

Option to create and modify a specific
meal plan at any time

Weekly release of new program
materials to keep participants consuming
information at a steady pace without
overwhelming them, and mirror the
in-class experience

Version 1
Jul 27, 2012

Pete’s morning weigh-in is used to
measure his ongoing progress. Although
he has been on track for a 3% weight loss
by week 6, his weight is the same as last
week. He feels disappointed, but the site
sends him feedback emphasizing that he
had good adherence to his plan last week
and has seen weight loss almost every
other week, so this is a normal plateau
and he should continue doing what he is
doing.

Because he's seen other members of the
group go through similar situations he is
willing to post a brief message about his
disappointment. He doesn't expect it will
be helpful to him to hear back from
others, but finds that he is surprisingly
encouraged when he gets messages to
hang in there from other group
members.

Scheduled program milestones to
evaluate progress in addition to daily
logging feedback loops

Rule-based responses to logged data and
trends that provide rational and
emotional support

Provide space for participants to
converse about general experiences in
addition to specific program content

Pete is a little frustrated at the gym in the
morning because he can't remember how
to do one of the new exercises that was
suggested for this week, so he does his
usual routine. Tries to remember to
watch the demo video again.

After work he goes through this week’s
content on portion distortion. He does
s0-s0 on a quiz about eyeballing food
portions and is prompted to print out a
wallet card with easy portion references.

He doesn’t plan his meals for the next
day because it is getting late, figuring
he'll do it in the morning.

[PHASE 2] Ubiquitous access to program
materials and tools via mobile device

Videos to demonstrate exercises

Interactive activities and quizzes to teach
and reinforce program lessons

Printable reference materials available to
all participants, but suggested more
strongly when quiz performance is low

P

Feeling very hungry when he wakes up
because of low blood sugar, he over-eats
at breakfast and goes to work without
tracking his meal or weight.

He gets an email before lunch because
he didn’t plan his food the night before
and hasn’t logged anything this morning.
The email contains some suggestions for
lunch, and encourages him to log in at his
earliest convenience to fill the gaps in his
data.

He signs into the site and goes to the “I'm
struggling” section, looks under "feeling
excessively hungry"” and reads about
some possible causes and suggestions to
handle these situations. He realizes he
has not had his medication adjusted in
several weeks and lost 10 pounds since
then. He emails his doctor, including an
export of his log data.

Armed with this knowledge he feels
better and more empowered. He tracks
his breakfast even though it was not
“on-plan” and then plans and follows
through with healthy meals for the rest of
the day.

Emails triggered by lack of interaction
with the program that provide just-in-
time advice, encouragement, and a sense
of accountability

Provide quick tips and other reference
content, organized around common
questions or feelings participants have

Log data export and/or formatted report
designed to facilitate conversation with
doctors about medication adjustment

Out for dinner with some friends, he
remembers to get half of his entree
boxed up. He's feels a little weird about
asking the server, but also guilty about
yesterday's breakfast slip-up (which his
wife dubbed “The Pancake Incident” after
the website emailed her about it). His
friends tease him a little bit, but he fires
back some interesting stats about
restaurant food he learned a couple
weeks ago.

When he gets home, he realizes he
skipped working out this morning for an
early meeting. He's pretty tired so
decides to just go to bed, but first tests
his sugars, and notices they are better
than they usually are after eating at a
restaurant. He enters his glucose and
missed exercise in his log.

Optional emails to participants’
family/friends to report success or
setbacks, encouraging accountability and
social support

Allow logging of late data and missed
items to provide a complete picture of
activity

It's a beautiful morning, so he goes for a
long hike with his wife at the nearby state
park. He also does some resistance
exercises when they get home to make
up for skipping the gym yesterday.

Remembering his cooking success from
Monday night, he decides to set a
personal SMART goal to try at least two
new dinner recipes each week for the
rest of the program. He's happy to have
alternatives to Boost for breakfast since
it's halfway through the program, and
decides to plan meals for the entire week
to make sure he stays on track.

He prints out a shopping list and takes it

to the store.

pr———
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In the evening he looks at his log for the
week and follows prompts from system
to reflect on his data in terms of what
was successful, not so successful, and
what new strategies he might try. He also
notices he has gotten a new award for
most steps taken in a day with all the
walking he did yesterday.

After the reflection activity, he chats with
a few other participants who are also
online. They talk a little about their
medications, and he makes a note to call
his doctor if he doesn't get a response to
his email tomorrow.

Formalized personal goal setting and
tracking as part of the log

Grocery shopping list generation based
on menu book and user-entered items

Scheduled weekly reflection on log data,
progress, and activities

Notification of when other participants
are online, messages, and shared activity



Credit Card On-Boarding
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Journey Narrative

With a growng famity and a recently purchased house complete with a white picket fence, Brad is i need of a
new cradit card. Brad needs & line of credit that can Increase his purchase power and prowkde tash rewands for
the many new costs assoclated with being a new homeowner and dad. Brad Is not the kind of guy that beys
things on & whem, & stack of consumer report Magarines avd hours spent on CNET reviews raflects Brad's
Yessarch first” prerogative.

When Brad searches Baok of Amenca he slready has an lea of what type of cred it caed 1o ook for, From the
Credit card Overview soreen Brad Selects ) ke Cash Hewards Card” A "We Recommend” BankAmericard Cash
Reward cand is displayed on the next screen, Not yet cominced that 1hs carnd IS the one” Brad sedects 10 view all
cash reward credit cards to compane rates and review features.

frad 15 abie to revlew detwis of each offer and selects potentials 1o compare. With APRs and annual fees shown
n 2 well organized sde by side compasison Srad feels good about making an informed deosion and hats “Apply
Now™ on the BankAsnericard Cash Rewards option

Brad reviews the terms and conditions Fine Print”and begins the appiication foem. Whilke filling out his infor-
mation Brad |s prompted ta chat Ive with a Bank of Amenca New Account Specallst. Confident wah s absity
to finish the #nroliment form Brad decknes the extra suppart, verifies his infarmation and submits his applica-
tion

Primary Screens
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When Brad says he needs to manage has money, what he really needs it to be able to manage his entire finan:
cial poosysten, Brad uses smart money manageenent tocls incudtag Qukken and Mintcon 1o track whiat iy
mast important, to support his famdy and career, He expects the same ‘evel of detall and expert management
ook with his Bank of America accounts,

Brads” always on the go, be needs sccount management tools to work the way he needs them 1o and follow
Poen wherever he goes. I Brad can transter funds 4t horme b expects the same sl of fanctianality at the
alrpeet and ta not kearn an entirely new process along the way.

When Brad logs into Bank of Amenca, his overview page geovides him with 3 “quick view” all of his accounts at
once, & real time saver, Better yet, core necessities like Bl Pay and Money Transfer can all be done from his
FOCOUNE OWrviEw page

When Brad neegs to monitor the specifcs af an indimvdual fund, like his chacking accoum for insgance, he can
umply click ta the detailed account page. From here Brad can perform mere complex tasks Hke viewing
scnned deposited cheds.
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Hrad Skes ta get the most value cut of his purchases and services, his credit caed s no déferent. Brad's
Cash-back reveards card Comes with BankAmerideals, adding potectial Rirther discourts 10 the stoees and
ocations he already shoos.

After a fow wooks of using his crodit card at his favoeite stores and onvline retallers Bead s sont an & mal that
new Amendeals are avallable foe actrvation. Brad Jogs into his account overview page and dlicks rewards” From
his Amerideals homepage Bracl sebects the "Avalabie” tats, A list of metailers with discount offers, that Hrac) vts
an regular hases s shown.

Hrad sees 3 graat cash back offer from Home Depat. a store he find hinwself going to often as a 06 weokend
waenior, Me mouse’s over the deal and a pop-up window shows the termis and conditions of the offer, Every-
thing loaks great so Arad activates 1he rewaed

Aftes Brad has utilaed the offer he will be abde to check back and see how just how much cash back dollars
weto oamed.
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STIG STIG

SNERTIFLOTUR SNERTIFLOTUR SNERTIFLOTUR SNERTIFLOTUR

ADGERDIR BAKSVIDS

ASKORANIR

TAKIFARI TAKIFARI TAKIFARI TAKIFARI
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STIG STIG

SNERTIFLOTUR SNERTIFLOTUR SNERTIFLOTUR SNERTIFLOTUR

ADGERDIR BAKSVIDS

ASKORANIR

TAKIFARI
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Persénur — hver er notandinn?

Atburdaras / sena

= Skyrt upphaf og endir

Hvad part til?

Kveikur (rigger event)

Fbélk med pekkingu a allri upplifuninni

Skyra mynd af pvi til hvers a ad nota ferilinnn

19






SKY -

HLUTVERK STAFRANNA LAUSNA i FRAMURSKARANDI PJONUSTU
21

= Svona ferill er vinnuskjal.

Llfa N d | fe r| | | = Forgangsrada taekifserum, skerpa a abyrgd, halda afram

er sigildur

samtalinu.

= Lather, rinse, repeat
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= Magga Déra

Takk _I:yrlr ml g| " maggadora@gmail.com

= @maggadora
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