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04 Experience Design Short Course

— Design Meaningful and Long-lasting Chances —

Faculty of Business Administration Flavia Feijo

1. Introduction

Experience design is an emerging multidisciplinary field focusing on creating and
optimizing users’ experience with products, services, environments, or systems. It in-
volves understanding the needs, behaviors, and preferences of users to design mean-
ingful experiences that will lead to a long-term transformation. The experiences are
not only functional, but also enjoyable meaningful, and satisfying. In other words, as
Experience Designers, we make intentional choices of external elements that enter the
minds of our audience, causing an internal change to take place. The main goal is to
craft experiences that resonate with users and enhance their overall perception of a
product or service. The University of the Arts London (hereafter UAL) offered a 5-day
immersive course to explore this exciting new field and what it can mean for us and

our creative practice.

2. Course Overview

The instructional sessions were led by Ms. Sussane Buck and Ms. Pigalle Tavakkoli,
who are esteemed researchers in the field. Overall, the course was divided into three
sections. In section 1, we students learned how to understand our audience and the
context in which they live. Following Experience Design principles, as an experience
is an internal event, it 1s important to comprehend the audience’s needs, motivations,
and what drives them. One of the activities in the course involved creating an empathy
map focusing on seven stages (0. Basic demographic, 1. See, 2. Say and Do, 3. Hear, 4.
Think and Feel, 5. Gains, and 6. Pains) to gain insights into our audience (refer to Fig-

ure 1).

Figure 1. Audience Mapping Exercise

4) Think and Feel
What's going on inside their head? What
really matters to them?

3) Hear

What do they 1) See

hear from: 0) Basic What might they

= Famlly? demographic notice in:

- Friends? info - Their environment
- Boss / authority - Media / press
figures?

- Those they look

up to?

2) Say and Do
What is their appearance like? How do
they behave in public?

6) Pains 5) Gains
What are their fears and What do they want or need?

frustrations? What is standing in Measures of success
their way?

Source: Buck and Tavakkoli (2023)

In section 2, students learned Figure 2. Change Matrix and Experience Draftl
how to define the change that
their experience will bring about
in the audience. Here, it is im-
portant to clarify that the expe-

Short e Madbum lerm  Luag Tom
wat :

rience is not merely an immer-

sive or momentary event. We s
students learned that we need pup |
to design for long-lasting change o

rather than a moment in time.
Figure 2 displays one of the
Change Matrices created for an

imaginary client and the initial

drafts of both a poor and a good
experience based on this change

matrix.



Figure 3. Emotional Path and Prototyping

Finally, in stage 3, we learned about
different emotions and how to choose
the right tools. Typically, designers tend
to focus on external design before con-
sidering the emotional journey we need
to take our audience on. As Experience
Designers, we need to understand the
audience, define the change we want to
make in our audience, and then, finally,
choose the tools or means that we will
use to bring our experience to life. Fig-
ure 3 shows a chart of emotions and a
prototype of an immersive art exhibition

designed to evoke emotions.

3. Conclusion and Future Applications

Experience Design has emerged as part of a group of new disciplines, including
Design Thinking. When we design an experience, we create external environments,
stories, and activities for people to actively take part in. During an experience, users
create meaning and associations that become more important than the product itself.
In our increasingly media-saturated world, designing meaningful events, environ-
ments, solutions, and services is in high demand. By combining the principles of De-
sign Thinking and Experience Design, we can create a robust framework that not only
solves problems but also ensures that the solution leads to positive and meaningful
and long-lasting changes. In the future, organizing a workshop to teach Bunkyou Ga-
kuin University (BGU) students how to design a meaningful experience that will lead
to long-term change can significantly contribute to fostering a new generation of cre-

ative thinkers. By imparting the principles of Experience Design and Design Thinking,

students can learn to craft not just products, events, or solutions, but transformative

moments that resonate with people on a profound level.
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