MAYA Design

e Mick in 30 seconds

e MAYA in a minute

e How do you discover unvoiced/unmet needs?
e How do you exploit the wisdom of the crowds?
e The MAYA teaming toolkit

e Suggested next steps
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Interface design
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reliability mears 210 error rate, which is a thousands times better tha
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MAYA Design: Why

Complex/Powerful and Rare Systems
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MAYA Design: Why
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MAYA Design: How

Human Sciences
How people think and
form mental models

= Cognitive Psychology
« Anthropology

e HCI (Human
Computer Interaction)

Design
Form and Function - makers
Brainstorming/Creativity

» Industrial/Graphic Designers
* Film Makers

e Animators

= Architects

Engineering
Technologists

= Computer Scientists
e Electrical Engineers
 Mechanical Engineers
= Mathematicians
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Unvoiced Needs + Disruptive Technologies =
New Channels/New Markets

(But it will all fall apart if you can’t work as a team)
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MAYA Design

e Mick in 30 seconds

e MAYA in a minute

e How do you discover unvoiced/unmet needs?
e How do you exploit the wisdom of the crowds?
e The MAYA teaming toolkit

e Suggested next steps
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Discovering Unvoiced Needs
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Discovering Unvoiced Needs
Walking a Mile/Day in the Life
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A Day In the Life Kit

Trip Experience

Pre Trip Questions
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Discovering Unvoiced Needs
Walking a Mile/Day in the Life
Wizard of Oz Prototyping

MVYYA






Home Heartbeat

Are my kids watching tv,
or doing their homework?

Are there critters in the garage? Does the water filter need to be changed?



Discovering Unvoiced Needs
Walking a Mile/Day in the Life
Wizard of Oz Prototyping
Forget Technology/Study Users

MVYYA



User Experience Spectrum




United States Postal Service | Customer Experience Toolkit

Whose worldview?
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SERVICES & CHANNELS INTERFACES & GOALS




United States Postal Service -} Customer Experience Toolklt “--..._,_:_:_

GDAL

CURRENCY

MEASURES

OPERATIONS

Process, Efficiency

Piece of Malil

Flew Ehert Spreadsheet...

None

- - —

MARKETING

Revenue

Customer Segments

Demographic Data...

Tlme & [‘.eet Sales, Share of Wallet

One-way

EXPERIENCE

Satisfaction, Retention
Customer Goals

Personas, Breakpoint Analysis...
Quality of Experience

Two-way

MVYA



Carnegie Library of Pittsburgh | Information Environment
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Just because the information space has changed

—
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First contact . . . Gotta drop my son off, he
pretty much just Iawn mo

Alleghany I
General
Hospital
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He’s on his way, now I’ve got to park and find
him... entrance or eX|t’>
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Am | at the hospital or the bank?

AT
" 24 HOUR BMKING




Am | in the hospital yet?




Stop. Drop. Read.
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Where the hell is Emergen;:_y?
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Which floor?
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Still no indication...




My “customer experience” continues outside the
hospital . . .




Is getting the bill worse than not getting well?
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MAYA Design

e Mick in 30 seconds

e MAYA in a minute

e How do you discover unvoiced/unmet needs?
e How do you exploit the wisdom of the crowds?
e The MAYA teaming toolkit

e Suggested next steps
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Harnessing the Wisdom of the Crowds
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Harnessing the Wisdom of the Crowds
Exquisite Corpse
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Harnessing the Wisdom of the Crowds
Exquisite Corpse
Tiger Teams
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Carnegie Library of Pittsburgh | Information Environment
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Carnegie Library of Pittsburgh | Information Environment
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Carnegie Library of Pittsburgh | Information Environment
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When the user locates his/her goal

1. Display the availability of (

[location in time) and distance to (locate in space)
the selected resource

2. Map a clear pathway fram here to there

3. Bupport gracefuyl recovery at or near the point of failure (distributed Fingit
tools, HelpMe buttons, prin

ted maps)

MATERIALS

ACTIVITIES

4. Collect feedback to identify and correct missing or misplaced resounces

FINDER STA TIONS +

PRINT MAP + SEARCH RECORD
MAP NOTEPADS

LOCATE HERE OR IN

THE NETWORK

YOU ARE HERE. YOU CAN DO THIS.
THAT IS OVER THERE,
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When the user acquires material

1. Identify acquisition location /actionsfsteps
(your account/check-out, get a card, sign-up, etc.)

2. Confirm usage (when to retum, where to retum, renewal options)
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Carnegie Library of Pittsburgh | Information Environment

Design principles

Di Search
. " . Iscover
Filter the complexity, explain the options, define the actions
) 1. Provide locations ‘or all three
1. Identily the zone/arca by organizers to intersect/ bridge
name/amblence and landm ark
AL @3ch major point on the wsers’ joumey specific L. Provid gomt-cantric (nat Mpartmens

2. Tell the user what top 203 things they

centric) search tools throughout

messagin les should be «<an do here [you're in the right place expetience
obsérved. This diagram idenufies, in order of Entry to...)
importance, sach critical step of o ney

3. Highlight method to save user's state

1. Define scope of offerings inside (from 3. Display fresh messages/imagery
user's perspective) "ata glance”™ {“you relevant to the zone/area in the periphery 4. Identify paths and remove barriers to
are hara,” “you can do this now,” mapped Librarians to foster collsborative search
to space/time) 4. Tell them how to get to other offerings

{map) 5. Collect feedback 1o identify end corract
mformation "d

N ectony orga:

Away 2. Reveal “snippets” from the resources

featured within

within

1. ShowTell concrete examples of

fresh /relevant/ timely information 3. Highlight popular paths (New Relaases

offerad at the Library Returns, Search Toals, Expert Help)

Locate

2. Tell them how cose they sra/how sasy
i3 to reach goal (10 minutes ahead, one
dick away, etc)

DISCOVER

1. Display the availability of (location in
time) and distance to (locatz in space)
the selected resource

Near

1. Idenfify presence of Lbrary and 2. Map a clear pathway from hera to there

highlight entry

2. Idantify ststs (Open/ Closed) ACTIVITIES

3. Display timely info/ themes related to
locale (Mew Releazes in our Afican

MATERIALS

3. Support graceful recovery st or near
the point of fallure {dstibuted Find-it
tools, HelpMe buttons, printed maps)

4. Collect feedback to identify and corract
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ask a librarian

Lexicon shifts to user-centered
(not system-centered) language

Reference desk = Ask a Librarian

ie Library of Pittsburgh

* Your account

+ Get alibrary card
# Borrowing policies
+ Ferew rmaterials

+ Today's everts

* Event calendar

* Clazz listings

+ Library renowvations

+ Hours and locations
i + Library shop

+ DonateVolurtesr

+ Ermnployrment

a Mara | Mara | Mara |

News

+ Lorem ipsum dolor sit amet, consectetuer
adipiscing dit sed dian nonunmmy nibh.
Evisrnod tincidunt ut laorest dolore maagna
aliquarn erat volutpat, LE wisi enirn ad minim
veniarm, guis nostrud exercitation ulliarn corper.
Sic transorurn un descriptit ven visilis,

+ Ex ea conmodo consequat.
Duis autern, Veleurn iriure dolor in hendrerit in
yulputate velit esse molestie conzequat, vel
willurn lunombra dolore eu feugiat nulla faciliziz
at vero eros et accurnsan et odio dignissirm gui

blandit,

Did You Know?

Barrow from our

+ Li Europan lingues. Es membres del sam
Sy - collection of rmore than

¥ familie.

E-rnail | Chat| 412-622-3114

.

+ Bastzellers

* Latin Arnerican food
* Hormew ork help

+ Seneaology research

Mara | .

Library Shop

The rmaore you buy, the
rrore wol support the
library, Every purchase
vou rmake helps us stay
open longer, offer rmore
progrars, and buy
rmore books, Chs, and
LW s,

Shep now ., .

¥ Tind
¢+ information

choose books

locate
malterials

“ BN | mh.‘i‘
= 1 g LRI

. | gt
w iy

AT
e

Consistent across “user
iInterfaces” from
website to physical
site...
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Friday and Sunday
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" geta
library card

Circulation desk = Customer Services
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Location: Main Library (Oakland)
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MAYA Design

e Mick in 30 seconds

e MAYA in a minute

e How do you discover unvoiced/unmet needs?
e How do you exploit the wisdom of the crowds?
e The MAYA teaming toolkit

e Suggested next steps

MVYYA



MAYA Teaming Toolkit (or Average Innovation)

e Exquisite Corpse/Sketch Twister
e Monster in a Box

= Day in the Life/Walking a Mile

e Future Positive Round Robin

e Alternate Worlds

» Road Kill

= Wizard of Oz

e Tennis Match

e Vote Visualization

e Challenge/Trend Mapping

e Tiger Teams/Super Bowl

MVYYA



A Sample Method: Innovation Session

—
=
ey

ba e
g
l1'l|

i

Pre-sess_ion Challenge / Opportunity o
Preparation Diagramming Concept
Prototyping
Persona Generation
S ° ® o o v ®
Afternoon
Brainstorming/

Tiger Teaming

Morning
Roadkill Analysis

Introductions & Market

Overview

:
Combinasa: ]

The key to innovation is surfacing an organization’s rich repository of knowledge, bending it into
a customer’s view and making new connections via their combined wisdom...



MAYA Design

Innovation is not a
straight and easy path
from beginning to end.
Edison said it best, “I
have not failed. I've
just found 10,000

ways that don’t work.”

Inspire

Conspire

Psst, | have a secret plan... you in? Real
Innovation happens outside the lines.
Form a creative conspiracy with your
customer (skunk works).

Make the project the
reason to breath. When
all hope is lost find a way
to inspire yourself, your

customer, your team.

MVYYA



MAYA Design

e Mick in 30 seconds

e MAYA in a minute

e How do you discover unvoiced/unmet needs?
e How do you exploit the wisdom of the crowds?
e The MAYA teaming toolkit

e Suggested next steps

MVYYA



Next Steps

e Read some good material about innovation and collaboration

e “The Wisdom of the Crowds” by James Surowiecki

= “Organizing Genius” by Warren Bennis and Patricia Ward

e “Six Thinking Hats” by Edward De Bono

e “MAYA Teaming Toolkit” whitepaper (www.maya.com/cdc)
» Get a personal trainer

= Practice, practice, practice

MVYA
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